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CHAPTER 1:  

WHAT ARE THE GENERAL CHARACTERISTICS OF 
CORPORATE LANGUAGE EDUCATION (CLE) IN THE 
COUNTRY OF THE PARTICIPATING INSTITUTIONS? 

 

 

 

 

 

Chapter Summary: 

 

Comparing the operating conditions between the language schools and countries they come 

from, we can conclude that the market is the most important factor determining their 

functioning. The size of the city or of the population does not play such an important role. 

The economic environment dictates the language schools' behavior and the services they 

offer. Another important aspect is the number of (official) languages spoken in each country 

and whether their school system is designed to provide foreign language learning. Countries 

differ in number of adults speaking one or more foreign languages. Between the years 2012 

and 2016, when the economic crisis took place in Europe, most language schools experienced 

a sharp decline in language education demand. 

Even though the markets of the project partners are very different, we can still draw a parallel 

between their modes of operation. Mostly, learning English is in the highest demand. English 

is most often taught by native speakers and the majority of teachers work as self-employed 

subcontractors. The duration of courses is between 30 to 60 lessons. A common point of all 

four language schools is to never allow groups of more than 12 participants. In each country, 

the Association of Language Schools, determines the price regulation and promotes positive 

competition, except for Slovenia, where there is no such association. 
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ANTENER: CHAPTER 1 

1. About Hungary: 

Hungary covers an area of 93,030 square kilometres. With about 10 million inhabitants, 

Hungary is a medium-sized member state of the European Union.  

Hungary's capital and largest city is Budapest with 1.75 million inhabitants. It is also the 

financial and business capital of the country. Close to 20% of Hungarians live in Budapest 

and its suburbs. This concentration is mostly due to the capital’s primary role in the country’s 

higher education, public administration and economy, as well as traffic. Most of the territory 

of the country consists of plains and mountains of medium height. The natural resources of 

the country include arable lands, rivers and lakes, as well as artesian waters of excellent 

quality. 

The structure of the Hungarian economy is mostly comparable to other countries at the same 

level of development. The GDP/capita (PPP) is: EUR 16,400 / USD 19,590. The service 

sector accounts for slightly less than two-thirds of the GDP. Within the service sector, private 

services (trade, tourism, finance and other economic services) are highly developed. 2 

The official language is Hungarian and the two foreign languages that are dominant in 

Hungarian public education today are still mainly English and German. 

Although in the past 20 years education has undergone a major transformation at all 

educational levels, from public education through higher education to adult education, 

according to a 2011 survey by Eurostat, 60% of Hungarian adults did not speak any 

languages other than their native language3. 

Both companies and employees have recently realized that in order to keep up with 

international trends and to be able to be part of the ongoing global, corporate integration, it is 

inevitable to provide or take part in foreign language training. 

 

In Hungary today, 297 institutes have the licence to offer foreign language courses, of which 

84 are in Budapest including major chains such as the British Council or IH. However, only 

64 institutions are the member of the Professional Association of Language Schools 

(NYESZE), 28 of which are qualified members (NYESZE guarantees the quality of these 

schools as a result of their own qualification process).  
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2. About Antener: 

Antener is a licenced (previously ‘accredited’) institution of adult education. It is a member 

of the Professional Association of Language Schools (NYESZE), and its managing director is 

an adult education professional who is also a member of the National Association for Adult 

Education Professionals (FSZOE). Within the framework of Erasmus+ projects, we take part 

in both the KA1 (mobility) and the KA2 (strategic partnership) projects. 

The main language taught in our school is English (95%), but on demand we provide other 

language teaching courses as well – so far we’ve had experience in providing German, 

Hungarian as a foreign language, Spanish and Dutch language courses. 

Our courses are all corporate language courses, where the training takes place on the 

companies’ premises. We provide both general, business and technical language trainings and 

workshops in English such as presentation, negotiation, etc. 

We work with 60 lesson modules, and our groups consist of usually 4-5 members. We have a 

number of one-to-one groups as well, and the maximum number of students we have worked 

with so far was 11. 

We mainly put an emphasis on business English considering the individual needs of the 

clients. Our clients come from various fields of industries including banks, insurance 

companies, IT, and distribution companies. Our core teaching material, in the case of general 

English, is ‘New English File’ and in the case of business English the ‘Business Result’ 

books, but we also work with our own materials and we encourage our teachers to have their 

own material that is tailored for the needs of a specific student or group.  

Audio-visual equipment is provided by the companies, but most of the time they have 

meeting rooms equipped with a TV, projector or a laptop. 

Our staffs consist of five office employees and about 140 self-employed subcontractor 

teachers. In the case of licensed courses, a teacher must have a university degree in language 

teaching, in the case of other courses this can be any kind of university degree and advanced 

level knowledge of the target language. A teacher is considered to be a native speaker if they 

have spent at least 12 years studying in the country of the target language. 

Our opening hours are:  Monday to Thursday: 8.30am – 5.00pm, Friday: 8.30am-2.30pm 
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3. History and current trends of CLE in Hungary: 

After 1990, following the political and economic changes, new tendencies started to form in 

adult education, primarily with the end of the state monopoly in education. Although state 

and local authorities were still dominant, an educational and training market also developed 

outside the formal educational system with participants from a variety of backgrounds. 

In terms CLE there was a significant increase between 2001 and 2012 when companies 

started to invest heavily in the development of the linguistic competence of their employees. 

In 2001, an act regulating the non-school system of adult education was passed (act CI of 

2001), and around 1400 education institutions and around 6000 programmes were accredited 

by The Adult Education Accrediting Body. 

From September 2013, a new system of registration and quality assurance has been in place. 

In contrast to the previous act of 2001, the scope of the new adult training act of 2013 

(LXXVII 2013) does not cover all types of adult training. Its regulations apply only to 

training for which the State undertakes special responsibility either by awarding a recognised 

qualification or by funding it. The new law relates to providers which offer courses in one of 

these categories: 

• Recognised vocational programmes listed in the national qualifications register 

(Országos Képzési Jegyzék, OKJ); 

• Vocational programmes subsidised by national/EU funds; 

• Foreign language courses that prepare for a language proficiency exam or are 

subsidised by national/EU funds; 

• Other courses that are subsidised by national/EU funds, such as catching-up 

programmes, IT courses, etc.1 

Since 2013, companies were able to finance their courses by either EU subsidies or by the so-

called vocational contribution (every company must pay a tax-like contribution to the 

government which equals to 2% of their labour cost. This contribution can be used by 

                                                             
1 http://www.cedefop.europa.eu/en/news-and-press/news/hungary-new-legislation-improve-quality-adult-

training 



9 
 

companies to finance the education of their own employees up to a certain percentage). For 

using these funding, companies had to sign a contract with accredited language schools. 

Accredited language programs were based on curricula according to the Common European 

Framework of Reference for Languages: Learning, Teaching and Assessment. These 

curricula did not take any special needs into account.  

Between 2012-2014, the above-mentioned sources were not available for companies and as it 

was still during an economic recession, a limited amount of money was invested into 

corporate education.  

From 2015-2016 the economy started to grow, and corporations have considered investing 

into educating their employees from their own sources. This means that having a licence has 

lost its importance (however, it still holds prestige). Moreover, companies have had a need 

for different kind of language courses other than those which were based on CEFRL 

curricula.  

Flexibility and effectiveness, the ability to achieve specific, pre-defined objectives in a 

relatively short timeframe, have become basic requirements. Companies usually order 

education services at the beginning of the year and courses do not start until March due to the 

administration process, level assessment, group forming, and other relating activities.  

In terms of intensity, 2x2-lesson session per week (1 lesson is 45 minutes) is the most 

common, and 60-120 lessons are usually ordered by companies. Due to the off-peak periods 

(summer/winter holidays) 120 lessons are considered to last for a whole academic year 

(March-December). 

Small businesses make orders for language courses less than the average (mostly 

occasionally), as for large enterprises (more than 250 employees), language courses are 

frequently planned. 

 

4. Prices and salaries: 

Prices for corporate language courses have not changed significantly since 2008. The 

recommendation of the Professional Association of Language Schools (NYESZE) has, for 

on-site, corporate prices are as follows:  
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General language course:  

Regardless off the number of participants:  4600 – 6000 HUF (14-19 EUR) per lesson per 

group 

Business language course: 

Regardless of the number of participants:  4800 – 6600 HUF (15-21 EUR) per lesson per 

group 

Language courses for Special Purposes: 

Regardless of the number of participants:  6000 - 14500 HUF (19-47 EUR) per lesson per 

group2 

Our experience, however, is different. General and Business Language Courses can be 

charged at 3400-5000 HUF (11.5 -16 EUR) and prices vary according to the teacher. (non-

native vs. native). Other language schools we have formed professional partnerships with use 

the same pricing.3 

Teachers are mainly paid an hourly rate: it is rare for language teachers in this sector to have 

a full-time, or even a part-time contract. Salaries depend on the amount of lessons they teach. 

The hourly (45 minutes) rate in corporate language courses for a non-native teacher is 

between 2200-3000 HUF (7-10 EUR) depending on their experience, and 3000-4000 HUF 

(10-13 EUR) in the case of a native teacher.  

Non-native teachers are expected to have a relevant national teaching degree (Bachelor or 

Master in the field of the given language). Native teachers are usually natives with CELTA 

qualifications (or equivalent), however, being a native speaker (without any formal 

qualifications) is considered to be enough for corporate, non-licensed courses. 

As licensed courses can be provided VAT-free (general VAT is 27% in Hungary), those 

language schools who target the public have a competitive advantage in the market since the 

prices of these licensed courses are almost two-thirds of the prices of those language schools 

who do not have licence.  

                                                             
2 http://www.nyelviskola.hu/a-kepzo-kivalasztasa 
3 Prices are given in HUF 
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However, for language schools providing services to companies this advantage is not 

considerable. As in most countries, most companies in Hungary (except some state-owned 

companies or banks) charge VAT to their products or services, hence they are entitled to 

deduct their payment of VAT by the VAT of the products or services they are provided. So in 

the case of corporate language courses (i.e. VAT does not mean an extra cost), therefore, 

there is no need for ordering licensed courses. At this moment it means that there is no real 

subsidy from the state. (However, EU-subsidized tenders have been available since 2017) 

The Hungarian language education market is not independent from the state as there are 

sound regulations that need to be followed. However, there is greater flexibility in the 

corporate education market, but this means that language course providers must tailor their 

courses to the exact needs of the client. Unfortunately, as the market is still very price 

sensitive, the hourly rates of these courses have not changed significantly in the last 8 years.  

 

5. Conclusion: 

As Hungarian companies realized the need for a marketable knowledge of foreign languages, 

CLE has become a priority for a lot of companies. 

As opposed to the rigid frontal teaching that Hungarian adults have become accustomed to in 

Hungarian state education, there is a very high demand now to provide practical 

conversation-based workshop-like lessons for employees to ensure their ability to use foreign 

languages in their working environment with more confidence and ease. There is still space 

for improvement in terms of adult education, but CLE has a great deal of potential in it, and 

languages schools need to take up the challenges of the current needs of the market. 
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BRIDGE LANGUAGE STUDY HOUSE (BLSH): CHAPTER 1 

1. About Romania: 

The following analysis is with reference to the general characteristics of corporate language 

education in Romania, with direct references to Cluj -Napoca and with similarities in major 

cities such as Bucharest, Timisoara, Brasov, and Iasi, due to their connection with the number 

of corporate business and economic development in the country's economic regions.  

With a population of approximately 20,121,641 inhabitants over an area of 238,397 square 

kilometres, Romania is considered an upper-middle income country in terms of its economy.  

In 2016, Romania had a GDP (PPP) of around $441.601 billion and a GDP per capita (PPP) 

of $22,348.  According to Eurostat, Romania's GDP per capita (PPS) was at 59% of the EU 

average in 2016, an increase of 41% from 2007 (the year of Romania's accession to the EU), 

making Romania one of the fastest growing economies in the EU.  

Cluj –Napoca, the city we will directly be referring in the following paper, has been 

designated the economic capital of Transylvania and a top destination for business and start-

ups according to Forbes Magazine. In terms of demographics, Cluj–Napoca has a population 

of about 400,000 people, comprised of 324,576 inhabitants (according to the 2011 Census) 

and another 150,000 who are either students or graduates who remained in the city and work 

here but do not yet have permanent residence.  

Companies primarily from IT and the outsourcing industry, but also banks, pharmaceutical 

companies and automotive companies all look for languages training services. Recent 

statistics have shown that about 80 % of language course requests come from multinational 

companies which annually allocate separate budgets for these types of training programmes.    

According to a study conducted by iTech Transilvania Cluster by ARIES, one out of every 25 

people living in Cluj are working in the IT sector, which has continuously expanded, 

reuniting 10% of the active IT companies in Romania. 

Therefore, if we are reading the recent signs correctly, Romania seems to be the number one 

choice in terms of hosting new shared service centre operations and start-ups for major 

multinational players in Eastern Europe. 
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This has led to a rapid growth in requirements for quality language services in the cities 

where these companies operate, and statistics show that multinationals have been allocating 

substantial budgets to invest in this continuing education of their employees.  

The most wanted language courses in the corporate field are German language courses, which 

represent a total of 45 %, and English language courses (27%), followed by French, Spanish 

and Italian.  

Moreover, a study conducted by the Acensis Group shows that one in two corporate 

employees wish to study a foreign language in order to grow professionally and see these 

language courses as an incentive from the company as part of the whole company's 

professional development, although the majority of employers consider that this also 

contributes to everyone’s personal development and language training programmes are 

considered a practical strategy to motivate them.   

This constant and growing need of language training programme has led to a market 

dominated by private sector providers such as vocational training centres or semi-public 

institutions, small NGOs functioning along with universities in cultural programmes as their 

main activities. At present, there are many such language providers, some of them are well 

known such as The British Council or the International House franchise, but there are lots of 

other private language centres whose owners understand the urgent need for language courses 

for the public and corporate world.  

 

2. About Bridge Language Study House:  

Bridge Language Study House has been the main language courses provider for the top 

companies in Cluj - Napoca for almost 15 years. The language centre has been accredited by 

a national organisation for quality assurance in language services within the European 

Association for Quality Service in Languages EAQUALS.  In addition to this, Bridge LSH is 

an accredited examination centre for international examinations such as IELTS, Cambridge, 

ECL, Pearson, LCCI and TOEFL.  

The main activity of Bridge Language Study House is the administration of general and 

specialised language courses and examination preparatory courses. The general courses are 

designed to develop the four basic language skills of listening, reading, writing and speaking, 
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and are structured according to the Common European Framework.  Our teaching 

methodology is communicative and task-based and follows the most modern teaching tools 

and techniques.  

We offer high-quality language education and the possibility for examination in a great 

variety of languages such as Hungarian, German, French, Italian, Romanian, English, 

Spanish, Swedish, Norwegian, Russian, and Portuguese and to many ages: children, youth 

and adults. At the end of each, we issue our learners with attendance certificates, approved by 

Quest Romania and accepted by the Romanian Ministry of Education.  

Our group courses are usually organised in 30-hour modules over a period of 6 to 10 weeks 

depending on the number of hours dedicated per session. The open courses for the general 

public, that are held at our headquarters, last 6 weeks and we normally organise up to 7 

modules per year. The corporate courses last from 8 to 10 weeks due to the fact that the 

sessions are shorter (1,5 – 2 hours). Also, as mentioned earlier, our language levels are 

designed to conform with the Common European Framework of Reference for Languages, 

therefore we use 3 modules of 30 hours each for each level (A1, A2, B1, B1+, B2 and C1).  

All our course participants are placed into groups according to their language level 

established based on an initial language evaluation test. In terms of group sizes, we have 3 

main categories according to which we establish course fees: small groups of 3 to 4 people, 

medium groups of 5 to 7 people, and large groups of 8 to 12 people. However, we do not 

encourage and we‘ve never accepted organising courses groups of larger than 12 people 

because we base our courses on a practical approach and we want to give everyone in the 

group the opportunity to practice the language in class. In addition to group courses, we also 

organise one to one courses for people with special needs or who have decided that they 

would learn best in an individual course.  

On average, we can cater to between 90 and 110 corporate language courses per trimester 

(due to the fact that courses last up to 10 weeks), totalizing an average of 230 participants per 

month.  

We are currently managing 4 big contracts with multinationals and several smaller contracts 

with different companies.  Our biggest achievement is that these multinationals have renewed 

their contract with us as a unique language course provider for more than 4 years already in a 

city where the competition between language centres is very tight. We consider that it is our 
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ability to adapt to every situation and company needs that had made these corporations 

choose us again and again, together with the know-how we’ve accumulated throughout our 

15 years of experience so that we can offer viable and efficient solutions for the situations we 

encounter.  

The language centre is working with a capacity of 30 teachers, but not all of them are full-

time teachers. A full-time teacher can work up to 30 hours a week, although there are times 

when they need to do even more teaching hours. Part-time collaborators can teach between 6 

and 15 hours a week depending on the number of courses they have.   

Also, the course administration (contracts, communication with companies, teachers, 

scheduling, managing the feedbacks and progress reports) is done by two programme 

managers, the Director of Studies, and one office assistant who helps with the office 

administration and public relations during opening hours. The school is open from 9.00 to 

19.00 to the public, but we organise courses from 8.00 to 21.00. The preferred timeframe for 

open general courses to the public is between 16.00 and 21.00, while in case of the CLE 

courses, participants prefer to attend classes during their working hours, from 8.00 to 18.00.     

 

3. History and current trends of CLE in Romania:  

In our experience we have come across various tendencies and currents in terms of 

companies’ specific needs in language training. These change every two or three years in 

accordance with the needs of the labour market and depend very much on the requirements 

and challenges these companies are faced with.  

Between 2003 and 2010, the main interest was to facilitate and to encourage the employees’ 

acquisition of the language so that they could communicate and speak even if only at a basic 

or pre-intermediate level. On one level, the basic needs were that the employees could 

exchange information and communicate via email, phone, or face to face, and they needed to 

this quickly so even in the applied methodology the tendency was to facilitate this with the 

help of the communicative method.  Of course, the most requested language was English (80 

%), followed by German and French, while other languages were substantially ignored.  

From 2012 onwards, things began to change gradually because the younger generation that 

entered the labour market had a quite good level of English. Therefore, they contributed and 
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facilitated a better communication with the foreign partner companies. Soon, local companies 

were either bought by multinationals or merged with foreign ones while many other 

outsourcing companies were set up as subsidiaries for huge corporations like HP, Oracle, 

Bombardier, Nokia, Emerson and others. Because of the organisational culture of many of 

these multinationals – all communication started to run in English which has led to a shift in 

the language requirements the human resource departments had. For English, the main need 

was to use the language as grammatically correct as possible so as to avoid ambiguous 

communication and to be able to hold professional presentations and negotiations in their 

work relations. Soon, the term Business English became much broader and it wasn’t enough 

because employees needed specialised language in their work field and they needed to be at 

the same level with their native colleagues from the partner countries.  

During the same period (2012 – 2014), we have experienced a real boom in the increase of 

people who were interested in learning German. This was due to the exodus of medical staff 

who applied for jobs in Germany, Austria and, later, Switzerland.  During that time, we 

struggled with the capacity to cater for all the applicants who wanted to do courses in 

German, totally outnumbering the requests for English.  

Since 2015 we have been challenged with another shift in the corporate trends and it was 

related to a real difference between employees’ language skills which were no more aligned 

with the descriptions we were accustomed in the Common European Framework of 

Reference. The majority of employees were somehow forced to use English, French or 

German at work because all official documents and communication was done in these 

languages. They therefore acquired the vocabulary used in their field of activity, but they 

seriously lacked the basic language grammar structures. We were dealing with people who 

were speaking the languages but in a wrong and inaccurate way. This led to difficulties in 

establishing the language level for a participant, or in placing several participants into groups 

with the same level, even in using the study books we were used to because their content and 

especially the vocabulary wasn’t challenging enough for the people who were in permanent 

contact with language on a daily basis.  

Also, we have witnessed a real need in these companies to look for people with less widely 

used language skills such as Norwegian, Swedish, Polish or Dutch. Because it was very 

difficult to find and recruit personnel who spoke these languages, the only and rapid option 

companies found was to invest in long term language courses so their employees could start 
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studying the languages they needed for their work.  This however has not proved to be such a 

successful idea due to the length of time people needed to invest in studying these languages, 

so they can attain at least an intermediate level.    

In our experience over the years we have offered corporate language courses, we came to the 

conclusion that the key element in succeeding in this field was flexibility and a constant 

analysis on the feedback we received during the delivery of these courses. This means that we 

constantly need to adapt to the constant changes companies are undergoing in their business 

and in their human resources capital.  

4. Prices and salaries:  

Our prices depend on the number of people in the group and the type of course we are 

organising. The costs for general English courses open to public vary between €112 and €130 

per person for a module of 30 hours, and for corporate courses between €130 and €180 euros 

for the same number of hours. For individual courses, the costs are the same both for public 

courses and for corporate courses, about €430. 

 For long-term CLE courses, we usually offer a 5 % discount on the second contracted 

module and another 10 % on the third module of courses. This has been the most efficient 

way to ensure long term collaborations with companies because it usually takes almost a year 

to finish these three modules.  

The course cost always include the initial evaluation of the participants, a needs analysis for 

each group we formed or one to one course, delivery of the course, course books and 

additional printed materials, weekly reports on students' attendance, a final test followed by 

a progress report with the evaluation results for every participant.  Our added value has 

always been our constant feedback and consultancy during the language courses we provided.  

With teachers we usually practice two forms of collaboration depending on the status of the 

teacher whether they are full-time teachers or work part-time with the language centre.  

Full-time teachers are either employed on a sole working contract or have a form of a small 

business entity that allows them to sign a collaboration contract with us as free lancers.  We 

have our own internal system of hourly fees that we pay to our teachers depending on 

whether they are a beginning teacher or experienced, the number of hours they can teach, etc.  
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The language centre collaborates with part-time teachers by signing a collaboration contract 

with them as free lancers and works on the basis of teacher availability we agree upon. This 

way, there are teachers who only teach courses when they are more available, like during the 

holiday period or in a certain timeframe (from 18.00 to 21.00 for example).     

We do not make a difference between native and non-native teachers as we value other 

aspects such as teaching qualifications, training certificates, experience and teaching 

assessments.      

5. Conclusion:  

Although the need for language training is not officially and adequately recognised in 

strategic management plans of companies in Romania, language training has become an 

important part of continuous adult education and is receiving ever more attention. Corporate 

Language Education will continue to thrive due to the constant growth and development of 

trends in the world of work and Bridge Language Study House, along with other national and 

local providers, strives to find practical solutions to be able to cater to the needs and demands 

of companies who operate globally.  
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GHOTI PROFESSIONAL ENGLISH: CHAPTER 1 

1. About Austria: 

The Republic of Austria is a central European country, comprising an area of 83,879 km² 

with 8,772,865 inhabitants,4 and has been a member of the European Union since January 1st, 

1995. Aside from fulfilling its commitments as an EU member, Austria’s Second Republic 

has pursued a policy of neutrality since its foundation in 1945. As a result, a significant 

number of NGOs have their headquarters in Vienna, Austria’s capital. Additionally, the 

United Nations Office at Vienna (UNOV) is one of four major offices worldwide and second 

only to the UN headquarters in New York in size.  

With a total nominal GDP of $409.316 billion, Austria’s per capita rate of $46,4365 is the 14th 

highest in the world. Vienna, with 1,867,582 inhabitants, is the cultural and economic centre 

of the country and the site of most major companies and organisations operating in Austria. 

The presence of these international institutions and businesses make the acquisition and use 

of English extremely important in daily business life for a large number of its inhabitants.  

 

2. About Ghoti Professional English KG: 

Ghoti Professional English KG was founded in late 2014 to provide English language 

training, professional translations, and text copywriting directly to businesses. We provide 

ongoing general language training courses as well as courses focused on business needs, 

including a range of business language workshops (such as email writing, presentations, 

negotiations, and document writing). While the workshops we offer have a set schedule and 

curriculum, the curriculum of our ongoing courses are tailored to meet the specific needs of 

each client.   

All our language training courses and workshops are provided on-site at the client’s place of 

business. We believe this maximizes our clients use of time, since they are not required to 

travel to attend classes, and creates an ideal atmosphere for learning because they are in a 

familiar place where they can quickly access any business related material they may be 

working on. Ghoti’s workshops run over one to two days (6 to 12 hours of class time), and 

our language courses are sold in blocks of 30 units (30 hours). In general, we insist on class 
                                                             
4 As of 01.01.2017, according to Statistik Austria. 
5 Both figures, nominal GDP and per capita GDP, according to IMF reports as of 2017. 
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sizes of between 2 to 6 students, but exceptions are made as long as the progress expectations 

are moderated, and we have also run one-on-one courses though these are usually conducted 

to address a very specific language need on a short-term basis.  

The curriculum we create directly with our clients is based on a set, core package of language 

learning that is directly appropriate to the skill level of the attending students (from A1 to 

C2), and supplemental material is added to address their stated needs (for example, a focus on 

Real Estate concepts, reports, and terminology.) Blending core language skills with a 

supplemental focus on a business’ main area of concern is central to our unique selling 

proposition since many language skills in Austria make these promises but often fail to 

deliver this adequately. 

Our free-lance trainers are all native-language English speakers (meaning, for us, mother-

tongue English) since this is a core demand of the Austrian market for language learning. A 

university degree and teaching certifications are always ideal, but not requirements since we 

value the importance of on-the-job experience and positive references.  

 

3. History and currents trends of CLE in Austria: 

Utilizing findings from Statistik Austria6 and a country report commissioned by the Council 

of Europe,7 the number of people engaged in language training in Austria, the ways in which 

this training is delivered, and the costs involved can all be measured with reasonable 

accuracy. 

A survey of 3,553 Austrian enterprises, with a minimum of 10 employees, found that 17% of 

companies providing continuing education actively engaged in language training.8 This 

figure, however, does not imply that such a level of participation is sufficient in meeting the 

needs of either companies or their employees. A full 86% of companies “stated that they 

needed foreign language skills”9 to conduct business and “over 80% said they needed mainly 

English.”10 While total participation in corporate language education may vary from year to 

                                                             
6 “Betriebliche Weiterbildung” (Wien, 2013), Statistik Austria. 
7 “Language Education Policy Profile: Country Report Austria” (August 2007), Federal Ministry for Education, 
Science and Culture (BMBWK), and The Austrian Center for Language Competence (ÖSZ). 
8 “Betriebliche Weiterbildung” (Grafik 11, page 26). 
9 “Language Education Policy Profile: Country Report Austria” (page 59). 
10 “Language Education Policy Profile: Country Report Austria” (page 59). 
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year, between 5% and 9% of the Austrian workforce reported that a foreign language course 

was “the most recent course they had attended.”11 

The provision of language courses by companies in Austria for their employees are 

conducted in a number of ways, such as through public educational institutions or internal 

trainers, but external providers accounted for a full “54% of all vocational training”12 and 

“33% (were conducted) in-house, with external trainers.”13 This figure represents the largest 

single method in which corporate language education is conducted in Austria. 

While the pricing methods of schools providing external language trainers will be covered 

below (Section 4), the average cost to companies from a wide range vocational training 

courses (from IT to office administration) “amounted to €2,037 per participant and €68 per 

participant and course hour.”14 For language courses specifically,15 66% of firms covered the 

entire cost and 31% split the cost with the employee attending the course. 

 

4. Prices and salaries: 

Nearly all services and industries in Austria are highly regulated, with the status of 

employees guaranteed through Collective Bargaining Agreements (CBAs). Language 

trainers, however: 1.) operate outside of these CBAs, 2.) are automatically recognized as 

language trainers of their native language, 3.) are only recommended to have completed a 

teaching certificate (for English the recommendation is CELTA – Certificate in Teaching 

English to Speakers of Other Languages). In keeping with these expectations, the single, most 

important criterion for language instructors at private language schools in Austria is that they 

be native speakers, with a preference for native speakers that also have a university degree 

and/or experience.16 Other kinds of certification (TEFL, TESOL, etc.) are also seen as an 

asset. While this preference for native speaking instructors may seem somewhat arbitrary 

compared to practices in other countries, students in corporate language courses in Austria 

                                                             
11 “Betriebliche Weiterbildung” (Grafik 26, page 34) and “Language Education Policy Profile: Country Report 
Austria” (page 58). 
12 “Betriebliche Weiterbildung” (page 10). 
13 “Language Education Policy Profile: Country Report Austria” (page 59). 
14 “Betriebliche Weiterbildung” (page 10). 
15 “Language Education Policy Profile: Country Report Austria” (page 62). 
16 A survey of language schools (ABC Bildungszentrum, Actilingua, Alpha Sprachinstitut, Berlitz, and Inlingua) 
revealed that all advertised for and ‘employed’ native speakers only.  
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are often expected to directly communicate with native speakers in other countries as part of 

their job requirement. 

As language instructors operate outside of Austrian CBAs, wage rates per hour (AU, or 

Academic Unit) or per unit (usually measured at 45 minutes) are based on an informally 

recognized standard practice. Depending on qualifications and experience, the standard rate 

of pay for native speaking language trainers is €20 per Academic Unit.17 

A price analysis survey (see Appendix) of corporate language education courses offered by 

private schools in Austria, with the exception of a language school offering courses directly 

to the Austrian public employment service (AMS: Arbeitsmarktservice), reveals that the 

amount charged per hour (AU) at the corporate level, for either group or individual courses, 

was consistent at an effective rate between €65 and €80. The fact that this rate, between €60 

and €80 per hour, either incurred through individual or group courses, matches the average 

expenditure of €68 per hour as mentioned in Section 1 clearly indicates the market 

expectations for all kinds of vocational education training in Austria.  

 

5. Conclusion: 

The Austrian market for corporate language education, as measured by the Austrian state and 

EU funded research, is robust and necessary. This is evident in the demand from companies 

openly stating their need for foreign language education and by their employees who require 

second language skills, delivered by native speakers, to deliver either their services or 

products. While the actual educational material delivered may vary dependent on the client or 

service provider, it tends to focus on the necessity of transferring immediately applicable 

skills. For private, external providers of language training the Austrian market is a highly 

unregulated open space in constant demand of task-based solutions priced at a consistent rate 

determined by best practice solutions. 

 

  

                                                             
17 Based on a survey of language instructors at ABC Bildungszentrum, Actilingua, Alpha Sprachinstitut, Berlitz, 
and Inlingua. 
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Appendix: 

 

Category 

 

ABC 

Bildungs- 

zentrum 

Actilingua Alpha 

Sprachinstitut 

Berlitz Inlingua 

 

 

Individual 

One-to-one 

(short 

term) 

- 10 (45 min.) 

units 

€635 total 

€84.66 per 

hour 

- 10 (45 min.) 

units 

€550 total 

€73 per hour 

20 (45 

min.) 

units 

€1000 

total 

€66.7 per 

hour18 

Individual 

One-to-one 

(long term) 

- 20 (45 min.) 

units 

€1,200 total 

€80 per hour 

- 40 (45 min.) 

units  

€2,200 total 

€73 per hour 

60 (45 

min.) 

units 

€2880 

total 

€64 per 

hour 

Group 

Courses 

(short 

term) 

60 (AU) 

€480 total 

€8 per hour 

per 

student19 

25 (45 min.) 

units 

€270 total 

€14.40 per 

hour per 

student20 

13.75 hours 

€250 total 

€21 per hour 

per student21 

40 (45 min.) 

units 

€1,500 total 

€50 per hour 

per student22 

30 (45 

min.) 

units 

€510 total 

€22.66 

per hour 

                                                             
18 Inlingua. Prices for 2017. 
19 ABC Bildungszentrum: AMS groups between 6 and 12 students. Prices for 2017. 
20 Actilingua group courses: average 8 students, maximum 12. Prices for 2017. 
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 per 

student23 

Group 

Courses 

(long term 

or larger 

group) 

 100 (45 min.) 

units 

€780 total 

€10.40 per 

hour per 

student 

165 hours total 

€1650 total 

€10 per hour 

per student 

24 (45 min.) 

units 

€336 total 

€18.66 per 

hour per 

student24 

60 (45. 

min.) 

units 

€975 total 

€21.66 

per hour  

per 

student 

 

  

                                                                                                                                                                                             
21 Alpha Sprachinstitut: average class size 4 students. Prices for 2017. 
22 Berlitz: Semi-private 2 to 3 students. Prices for 2017 
23 Inlingua: Group courses: between 3 to 8 students. Prices for 2017 
24 Berlitz: Group of between 4 to 8 students. Prices for 2017. 
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NISTA LANGUAGE CENTRE: CHAPTER 1 

1. About Slovenia: 

Slovenia is 20,273 km² in area with 2.065 million inhabitants. Ljubljana is the capital and 

other major cities include Maribor, Celje, Ptuji, Postojna, Koper and Piran. Situated in 

southern Central Europe, Slovenia borders Italy to the west, Austria to the north, Croatia to 

the south and southeast, and Hungary to the northeast. The north of the country is dominated 

by the Alps, while in the southwest, the Karst Plateau is a region filled with limestone caves 

and gorges. Slovenia has a coastline of 46.6 km along the Adriatic Sea located between Italy 

and Croatia. Due to its geographical location, natural landmarks, and political security, 

Slovenia is becoming an increasingly attractive tourist destination. 

Tourism is an increasingly important industry in Slovenia, and it shows significant potential 

for further growth. It constitutes nearly 13 per cent of the economy, representing 8 per cent of 

total exports and 37 per cent of service exports. In the years from 2008 to 2013, gross 

domestic product growth was stifled by the economic crisis. The key engine of the economic 

growth was exports. In 2015, private consumption became an important driver in the 

economic recovery. 

The most important sectors of Slovenia’s economy in 2015 were industry (28.1 %), 

wholesale and retail trade, transport, accommodation and food services (20.3 %) and public 

administration, along with defence, education, human health and social work activities (16.5 

%). 

We are a language school with 25 years of tradition situated in Koper. We operate in the 

Coastal-Karst region (south-western part of Slovenia), which is home to a population over 

50,000 residents. The main branches of the economy represented locally are logistics and 

tourism. We have a very thriving cargo sea port, the Port of Koper, which has a significant 

impact on attracting a considerable number of logistics enterprises. These are crucial for the 

employment of people in our area and the economic development of the entire region. In 

addition to logistics, another important activity is tourism, which contributes more than 12% 

in the overall share of Slovenian GDP. In the coastal towns, there are a large number of 

hotels, restaurants and other tourist infrastructure which attract numerous tourists every year.  

In 2015, the coast offered accommodation to more than two million foreign visitors. The 

economic situation in the region is the key reason that the largest percentage of clients of 
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language service providers originates from the above mentioned industries. Their interest is 

mainly in English, German and Russian. People in coastal areas are already fluent in Italian 

because we operate in a bilingual area. 

In the city of Koper, where our language centre is situated, we can name 15 different 

providers of language courses. A very important fact is that the Slovenian education system is 

ranked highly compared to the educational systems of other European countries. The number 

of Slovenians with an average knowledge of different spoken languages is among the top 

three countries in Europe. Many Slovenians speak more than three languages: Slovenian, 

most likely English, and at least one other. The European Union has set a long-term plan, 

according to which every European should speak at least two foreign languages. Currently, 

this only applies to eight member countries including Slovenia. 

 

2. About Nista Language Centre: 

Nista Language Centre was established in 1991 and it is the oldest private institution in our 

area. We are a partner of the British Council. We are a language school and language travel 

provider and we are a member of ICEF, IALC, and the QUALITY ENGLISH organisation.  

The main language taught in our school is English, but we also provide other language 

courses in German, Italian, Spanish, French, Russian, Portuguese, Greek, Serbian, Croat, 

Macedonian, Japanese, Chinese and Slovenian. We offer general business and technical 

language training. Our courses are held on our premises in a nice modern building as well as 

at company locations. We focus on the conversational method and we speak only the 

language being taught, even with beginners. 

Our clients come from various fields of industries including banking, logistics, IT, law, 

accounting, tourism, hotels, and more. 

Our courses consist of 22, 33, 44 or 88 lessons of 45 minutes and there are five to nine 

students in a group. 

Companies create their financial plan at the end of October and set the estimated amount of 

funds that will be allocated to education. This is also the time when Nista’s office gets in 

touch with companies. First, we send an informative e-mail followed by a phone call 10 days 

afterwards. Decisions on participation in our courses are usually taken in January and 
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February. Both small and large companies decide to attend our courses but there is a 

difference in the time frame of their decision making. It takes longer for large companies to 

decide. 

CLE courses can be held at our school or on the company’s premises. 

Our teaching material for general English language is whatever literature is considered the 

best at the time of teaching. Additionally, we use materials that are tailored to the needs of 

the specific student. 

Our classrooms are fully equipped with whiteboards, an interactive smart board, computers, 

CD players, projector and TVs. Our staff consists of five employees and about 25 sub-

contractor teachers. All our teachers have university degrees and some years of experience in 

teaching business English. 

The opening hours of Nista Language Centre are: Monday to Friday from 9am to 5pm. 

_____________________________________ 

 

http://www.renton.si/slovenci-poligloti-eu/ 

http://www.koper.si/index.php?page=static&item=57 

https://www.slovenia.info/uploads/dokumenti/raziskave/spirit_tvs_2015_A4_SLO_dodatek_

21688.pdf 

https://www.slovenia.info/uploads/dokumenti/raziskave/spirit_tvs_2015_A4_SLO_dodatek_

21688.pdf  

http://www.renton.si/slovenci-poligloti-eu/  

 

3. History and current trends of CLE in Slovenia: 

Our school started in 1991. We offer workshops for children aged 4 to 10. Since we were the 

first in our city to do this, we have had a lot of children that applied to our school (780 

children). This was a huge amount of work and we needed more teachers to cover the number 

of applicants. After four years we started with courses for adults and company courses. The 
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main language is English, but we also teach French, German and Italian. The biggest 

companies in our area spend a lot for money on training their staff. We are able to offer our 

language course services to these Slovenian and international companies: Citroen, 

Intereuropa, Stamo, Tomos, Opel, the Court, Agraria, and many others. 

In 2014, many people were searching for jobs in Germany and Austria which lead to an 

increase of students applying to our German courses. 

From 1998 to 2008 numerous Slovenian companies invested heavily in the development of 

the linguistic competencies of their staff. During this period, we organized more than 50 

courses for corporate clients.6 In the first year of this period, we employed native speakers 

teaching all languages we offered. That was something innovative in our region, which lead 

us to having a huge success on the market. During this period, we taught mainly English 

(90%) courses including general English and Business English tailor made for companies. 

In 2010, the number of students began to decline due to the economic crisis that hit Slovenia 

and the increasing competition from other language schools in the area. At present, we feel 

the effects of more competition with other language schools in our area due to the small 

population of our area/city. The demand for the English language has declined along with 

other languages such as Italian, German, and Slovenian. Due to the fact that we have a big 

port in our city, we teach a lot of logistics and business language. 

 

4. Prices and salaries: 

Because we are aware of the importance of the quality and professionalism in teaching 

languages, Nista Language Centre employs only highly qualified teachers with a degree. 

Each year we have at least two native speakers who introduce the culture and a new way of 

learning languages. No matter the teacher is, a Slovenian or a native speaker, the salary is the 

same. The teachers are only paid differently for general language courses and for business or 

specialised courses. 

The emphasis on teaching is mainly on communication and conversation, but of course we do 

not neglect listening and reading comprehension or writing. When preparing the course 

program, we always consult our client about their wishes and needs. This means that we ask 

the clients for all information (flyers, brochures, websites, contracts…) that relate to their 
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field of work. In cooperation with the client, we review the material and design the content of 

the program for the course. This way, the program is always tailored to the client’s needs, 

which leads to satisfied customers who can use their newly gained knowledge in their daily 

work.  

Of course, all our business partners want to lower the prices they pay so negotiations about 

discounts are inevitable. Usually while discussing additional discounts, we offer free lessons, 

a discount when purchasing a larger amount of lessons, or when continuing for another term 

of the course. Upon confirmation, we sign a cooperation agreement and set the date for the 

start of the course. 

We have an online program called “Nista Assistant” which we use for communicating with 

our clients, keeping the record of the clients’ attendance and uploading learning materials. 

The teachers regularly upload homework assignments for absent students to be able to follow 

the course. Communication between teachers and students runs through this program as well. 

The program has proven to be especially useful for employers in tracking their employees’ 

attendance. The employees can follow the course and study the materials at home in case they 

are absent. This program helps us avoid the exchange of personal contacts between the 

teacher and the students because all the communication is done through Nista Assistant. 

At the end of the one-month course we check our clients’ satisfaction. We hand out 

questionnaires in which we ask them about the school management, study materials, teachers, 

teacher’s professionalism, the atmosphere in the class and the usefulness of the knowledge 

gained during the course. The questionnaires are reviewed by the director of studies who 

decides whether the course might need some changes or if it can proceed in the same way. If 

changes are necessary (whether the students dislike the teacher, the material is too easy or the 

group does not function well together, etc.), we have plenty of time to react and make the 

needed improvements. That is also why the extent of the course and the number of groups is 

usually larger. After the companies decide whether to attend the course or not, we determine: 

the training plan, the size of the groups, the number of the groups, the schedule and 

frequency, the location of the course (at our school or at company premises), the price per 

group, and possible discounts. 

The prices for legal entities are fixed. We have different price plans for general, business and 

specialised language courses. The price is determined by group size and not on an individual 
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basis, except in case the client wants to buy individual lessons, lessons for a course in pairs or 

in three. For a group we require a minimum of 4 students and a maximum of 11 students. 

 

Prices vary from €31,50 per lesson + VAT (22%) for a general language course, to €35,00 

per lesson + VAT (22%) for a specialised (tailor made) language course. 

 

5. Conclusion: 

Common to all customers is that they want to obtain the maximum amount of knowledge in 

the shortest period of time. They are often not aware that learning a language is a gradual 

process. They are very strict and precise in the selection of the language school. If the 

contractor fails to meet any of their expectations (for flexibility, professionalism, 

affordability, the implementation of course, etc.), it quickly happens that the relationship 

ends. It is also not guaranteed that they will return to the same language course provider even 

if they were very satisfied with the service. But client satisfaction makes our language centre 

stronger and more successful because we have always strived to provide the highest expertise 

and flexibility in the first place. 

  



31 
 

CHAPTER 2:  

WHAT METHODS ARE USED TO ASSESS THE PURPOSE AND 
EXPECTATIONS OF CORPORATE CLIENTS REGARDING 
THEIR COURSES? WHAT ARE THE RESULTS OF THESE 

ASSESSMENTS? 

 

 

Chapter Summary: 

 

With this question each of the 4 partner institutions considered and gave arguments in the 

favor of assessing the purpose and expectations of the corporate clients before starting any 

CLE course. 

Though each institution uses assessment methods to find out the needs and expectations of 

their clients, there are differences between the assessment procedures, but there are also some 

similarities between them. 

One of the similarities is that each institution organises an initial discussion or meeting with 

the representatives of the corporation, though the discussion is conducted differently (ex. 

Nista makes a list of tasks and competencies during this discussion, while BLSH also likes to 

have a written confirmation about the discussed topics). 

Besides this, each institution assesses the initial language knowledge of students. While in 

each institution a paper or online written test is applied, in three institutions this written part 

is also followed by an oral examination. 

In addition, BLSH also applies a needs assessment questionnaire for the corporation 

representatives (not only for the students). A similar procedure can also be found with Nista, 

where the corporation representatives contribute a lot to develop the needs assessment tests 

(ex. they list the tasks for every department/job and the competencies needed to fulfill that 

job).  
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ANTENER: CHAPTER 2 

1. Valuable information CLE organisers need before starting a CLE course: 

Before starting the teaching of a course there is a certain amount of information which we 

have to gather in order to design the course with the help of a needs analysis, the course 

organizers, and our teachers. We also need to find out where the learners are in terms of 

communicative competence and where they need to be to meet their own and their 

employer’s aims. However, knowing what ability the learners have is also crucial for forming 

homogeneous groups and to choose the appropriate content (for instance books and other 

materials) for the courses. Thus we need to address both the employer and the participants of 

the course.  We mainly address the participants to find out their actual aims and discover their 

weaknesses, as well as to find out the students' strategic goals and their short-term needs. 

From the employers we need to find out why they have invested in training their employees 

and what their expectations of the course are. 

During the delivery of the course it is mainly the teacher who provides feedback about the 

course and its participants. There is a constant flow of communication between the teachers 

and our organizers, and our teachers can make any professional and organizational 

suggestions about the course and the students. It is also vital to have a constant relationship 

with the contact person of the company in order to assess students’ needs during the course 

and manage upcoming needs and administrative and organizational issues. 

 

Gathering information at the end of the course is just as important as at the beginning. In 

addition to assessing the improvement of skills and the level achieved by the students by the 

end of the course, it is also important to gather feedback from students and the company 

about the course, to find out how their expectations were met and to ensure an adequate level 

of customer satisfaction and self-improvement in order to be able to provide better and better 

services in the future. 

 

2. What methods are used to assess the purpose and expectations of CLE courses? 

For both one-to-one and group courses, it is desirable for the participant, the company, and 

for us, the organizer, to be able to customize the course to the exact needs of the participants. 

In order the get the fullest picture of the students’ current language knowledge and their aims, 

we use the following elements in a needs analysis at the beginning of the course: 
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- An online placement test of the individual students, checking their grammar and 

vocabulary on a scale related to the CEFRL. 

- A spoken interview: we assess the participant’s range of communication and their use 

of language and ask questions to determine their level. 

Without properly examining the students’ current level, no proper course design can take 

place. As we always meet the prospective students either face-to-face or via Skype/phone to 

check their speaking skills, we have also found this a great opportunity to collect data about 

their needs. In addition to identifying their current level, we also look for answers to the 

following questions: 

1. Who the learner communicates with in English for professional purposes? 

- colleagues 

- subordinates, 

- chiefs,  

- customers,  

- suppliers  

- etc. 

 

2. Do they use their English on a daily basis and, if yes, what skills do they use?  

- Speaking + Listening: presentations, meetings (chairing and participating), 

negotiations, interviews 

- Listening: understanding native and/or non-native speakers 

- Reading: correspondence (letters, e-mails), reports, technical documentation, 

contracts etc.  

- Writing: correspondence (letters, e-mails), reports, technical documentation, contracts 

etc.  

 

3. What are their current communications skills like?  

- absolute beginners 

- they have already learned and/or used English, but their skills are not enough to 

transfer of receive messages properly 

- they have already learned and/or used English, they are able to transfer or receive 

messages, but they would like to polish certain skills 
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In the case of group-courses, after collecting all the relevant data, we try to form the groups 

and send our suggestions to the HR person or the person responsible for the courses. In most 

cases they accept these suggestions; however, it might happen that certain colleagues cannot 

be in one group (e.g.: when they work in a totally different field and need different skills 

improvement), thus group courses usually involve a compromise in terms of agreeing on the 

course objectives. 

A proper needs analysis is important for us, the service provider, but the company also needs 

to see what level the learner has at the start of a course as they are sponsoring these courses.  

They want to see that their money is not wasted; therefore, they want the results of the 

courses to be clearly demonstrated, which is impossible without assessing the current level of 

the students.  However, only a percentage, or a given result (e.g. 46 out of 60) or even a 

CEFRL level (e.g. B2) are meaningless, that is why we always give them a brief description 

of the students’ current level based on the spoken interview. It is also important to make it 

clear that their needs are recognized and will be addressed, but we should be realistic about 

what we promise.   

For the same reasons mentioned above, it is important to give continuous feedback about the 

students during the course to show both the employers and the participants that they are on 

the right track in achieving their goals. For this purpose, the students write a mid-course test, 

the result of which is communicated towards both the course organizer at the company and 

the participants of the course. 

At the end of the course, in addition to the final test and the personalized course feedback that 

our teachers write about each student, we also ask the companies to fill out a customer 

satisfaction form, and the participants to fill out an anonymous satisfaction survey about the 

course and the teacher. We ask them to give us recommendations so that we can make our 

courses better and improve the quality of our services in the future. In the case of licenced 

courses, we give the students a certificate for the course they have finished which also states 

the level they have reached by completing the course. 

 

3. Examples of best practices and recommendations:    
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Before the start of the course a meeting with the prospective students has proven to be the 

best practice to assess a student’s current level. This is also the first face-to-face contact with 

the students and provides a good possibility to establish the initial trust between the teachers 

of the school and the participants. In some cases, where there is no possibility for a face-to-

face interview, we conduct these level testing conversations via phone or skype though our 

experience is that students feel more confident during a face-to-face interview and many 

times overstress the telephone conversation and perform worse than in the case of a face-to-

face talk. 

To make sure that students actively participate in the lessons we also have them sign a 

register for every single lesson, and the usual practice at most of the companies is that, to be 

able to participate in the next course and be eligible for the funds, students need to participate 

in at least 50% of the lessons (this percentage may vary, some companies are more strict, 

requiring their students to participate in 80% of the lessons). The same register contains the 

material taught at every lesson, which makes it easy for both the organizers and the company 

to keep track of the material that is used by the teacher from lesson to lesson. 

Participants love to receive a detailed and personalized feedback on their improvement at the 

end of the course. Although it is a requirement at most of the company to provide such 

feedback, it is mostly for the benefit of the participants. Many times this feedback gives them 

the motivation to sign up for the next course and continue their studies. Obviously, it is very 

important to stay objective when giving the feedbacks, as it would be undesirable to give 

false results and feedback about the students. 

We believe that measurable improvement cannot be reached in a 60-hour course, so we try to 

persuade our customers to invest in the 120-hour option.  Having 90-minute sessions two 

times a week, the course must finish in about 8 months. For that duration it is easier to create 

SMART goals (specific, measurable, achievable, relevant, and time-bound) and define the 

course materials.  

 

4. A summary of the most common results: 

The end results of the courses must somehow meet the expected results of the company. Most 

commonly, they only state they want to see an improvement in the participants’ level of 

English knowledge. The only problem with this is that most of the companies want to see this 
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improvement in the advancement of the participants’ CEFRL level, but they don’t sign a 

long-term contract with us and such improvement is impossible during a short term course. 

It is also very common that the participants already possess a certain level of English 

language knowledge – usually B1, B2 – level, so their main goal is not to achieve the next 

level but to be able to use the language with confidence. It is usually a problem for Hungarian 

students to use spoken language confidently even when they have a relatively high level of 

writing skills and even if they have to write emails in English on a daily basis. In this case it 

is even more important to provide a personalized feedback and give measurable results about 

students’ improvement and course performance. 

During our 2017 courses the expectations were as follows: 44% expected advancement in the 

participants’ CEFRL level; 37% wanted an improvement in the level of confidence; and in 

the rest of the courses - 19% - the English language course was part of a staff benefit and 

there were no such expectations about the end results. 

 

5. Conclusion: 

In order to be able to meet the general aim and objective of the course and the expected 

results of the clients and the participants in terms of content, delivery, and the end result of 

the course, it is crucial to gather a certain type and amount of data before, during, and at the 

end of each course. Even though it is not easy to meet such expectations, as sometimes these 

expectations are either not measurable or not objective enough, with careful planning and in 

assessing both the needs of the participants – if possible not only by a written assessment, but 

also by a face-to-face interview – and the employers – by setting clear aims and objectives,  it 

is feasible, most of the time, to reach good results and high levels of customer satisfaction. 
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BRIDGE LANGUAGE STUDY HOUSE (BLSH): CHAPTER 2 

1. Valuable information CLE organisers need before starting a CLE course: 

Before starting any corporate language course, there is an initial process where the parties 

involved in the delivery of CLE courses must discuss and analyse the purpose of the language 

training and, of course, the client's expectations from this training programme. Often this 

process involves the company's human resource department or managers on one side, and on 

the other side the language course provider representative (Director of Studies, Programme 

Manager) together with the teacher or language trainer that has been assigned to deliver the 

course. 

 

The purpose of the course is extremely important as it determines what the learners wish to 

achieve after completing the language course. If this purpose has not been established from 

the beginning, or the objectives are not clearly communicated, the language course will end 

up being ineffective and frustrating both for attendees and for the teacher. Although this 

decision and the objectives should be established by all the parties involved in the project, for 

example the human resource department together with the managers and, most importantly, 

the course participants, it is very often the case, when the attendees have little idea about 

what the specific purpose of the course is, they only find out in the first session from the 

teacher. Over the last five years of corporate courses delivered, 90 % of companies preferred 

to establish the purpose of the language courses without input from their employees.    

 

The course expectations are equally important since they represent what participants think 

they will be able to do after the course, but also how the course will be delivered, how useful 

the course content will be to them, and most often how they relate to the entire experience of 

the language course. If the purpose of the course is often more objective, the course 

expectations are often very subjective as they are based on each participant's personal 

experience throughout the course. For example, in a survey that included 154 questionnaires 

on course expectations, only 28 included similar answers in regard to the participants 

experience of the language course.  

 

Throughout the delivery of a language course we gather the information we need in order to 

establish the course purpose and expectations in a specific order. Before the course starts 

there is an initial meeting with the company's management and human resource 
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representatives where we discuss the attendees needs in terms of language performance. It is 

also when all the managers must fill in a needs analysis questionnaire (see appendix 1.1) that 

allows us to evaluate both the purpose and the manager's expected results from the language 

training programme. Also, before the start of the course, when we do the language level 

check test, there is an oral evaluation part where we always ask the future participants what 

kind of expectations they have from the course and what should we focus on (correct 

grammar structures, specific field vocabulary, fluency, etc). Moreover, they also need to fill 

in another needs analysis questionnaire (see appendix 1.2) for the same reason. These four 

ways help us in determining the purpose and the objectives of the future course, but also to 

assess the expectations that future participants have in order to build the course layout and to 

deliver the content according to the participants' needs.  

 

There are of course many situations when the purpose and the expectations of the future 

language course are different for the company's HR department or managers and the 

participants of the course. As language courses providers and organisers, we must take into 

account both parties' opinions and we try to reach a common conclusion. Because we have 

separate needs analysis questionnaires for the managers and the participants to the courses we 

reached the conclusion that in 80 % of the cases the results were very different. Moreover, we 

always need to convince the management of the company that their expectations are 

unrealistic in the given time frame and within their particular circumstances.         

 

2. Methods used to assess the purpose and expectations of CLE courses:  

The main method used to establish the purpose and objective of a future language course is a 

Needs Analysis Questionnaire that the participants need to fill in before the start of the 

course. We use this form for large companies because it would be difficult to interact with 

each future participant and to have one-to-one meetings, due to the large number of managers 

and students. There are two different versions of this form; one that we use for the managers 

of a company and one that we ask the course participants to fill out.  

 

We must use this questionnaire's version for the company's managers in order to assess the 

needs of the company, but also its expectations so that we can find out what the purpose of 

the course will be and why the company has decided to invest in a language program. It is 

important to have feedback from the managers because they have a better insight on how 

their business will evolve in the future. Because, with large companies, the number of team 
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leaders or managers is large or some of them are located in other cities or countries, we use 

this form as an online research tool. They can express their opinion on the topics of the 

course and make suggestions on what the course should look like. We send this form at the 

beginning, before the first session, so that for the first meeting, the teacher can have an idea 

on what they should prepare. 

 

The questionnaire contains questions about the background of the department they are 

managing, the type of course they think their colleagues need, such as general language, 

business or financial English (most of the time the course is a mixture of these), we also ask 

about the expectations that they have from the course and how they expect a student to 

perform after a course. Also, we offer them a range of skills we consider to be most important 

to be taught in a course and we inquire about the people that their colleagues will interact 

with. 

 

The most important target in our initial research are the future participants to the course, 

therefore the most used information we gather from the Needs Analysis Questionnaire for 

course participants. We believe that this is the most important data resource we can get when 

it comes to the needs the employees have regarding the language program. They are the ones 

that are going to participate in the language course and they are also the ones that are going to 

give the final feedback. 

 

The significance of this form is notable since most of the company courses are tailor made 

and the teachers design the structure of the courses according to this document. All the 

information written in it is relevant and it refers to simple questions such as the job title of the 

student so that we know the department they are part of. We ask questions about the period of 

time they have been learning the target language, where they have learned it and if they had 

any breaks from using it. Information about the purpose of the course and where they will use 

it is also relevant, because with it the teacher can suggest topics that are engaging for the 

students. The participants have to assess their own knowledge of the target language referring 

to all four skills: speaking, reading, writing and listening. They are also asked to mention 

what kind of documents they use and what kind of problems they are confronted with when 

using or writing these kinds of documents. 
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Another method we use to assess the client’s needs and expectations is the initial meetings 

with the client where we discuss what specific needs their company needs.  With the future 

participants we have the opportunity of such discussions during the oral examination as part 

of the oral language level evaluation where we ask what kind of expectations they have from 

the course and what we should focus on (for example: grammar, vocabulary etc).  

 

In our experience, the client’s expectations towards the content and delivery method of the 

language course change once they experience the learning process, that is why we use 

feedback sessions (written or oral) to assess whether these expectations have changed or how 

they deal with the progress. We do this once after the 5th session out of 20, and another one 

sometime after the 10th or 15th session. We either use a special feedback form (appendix 1.3) 

or, in some cases where students cannot explain the changes or struggles they are going 

through, the teacher uses a guided feedback activity under the form of an interactive game, 

debate, or a simple discussion in order to find out the needed feedback. 

 

To exemplify one of these changes in attitudes is, for example, if we take a question in the 

needs analysis questionnaire 1). How easy or difficult are the following language areas for 

you (1-easy, 5-difficult). The majority of participants will rank ‘using specialised language in 

your field of work’ as either a 4 or 5 (meaning difficult) and ‘using vocabulary in general 

situations’ with a 1 or 2 as being easy.   

 

During the course they will soon realise, with the help of the practical activities the teacher 

will conduct, that it is the other way around and usually there is a shift of more than 60% in 

how they would answer again.  This example is with reference to situations when students are 

not aware of the fact that the language fluency is given by practicing the general English 

language rather than the use of specific vocabulary which they learn anyway while using 

those specific business or technical terms in their everyday work. Moreover, these mid-course 

feedback results help teachers to check with their students to see if they are pleased with the 

course and the direction the course is going to. Teachers can collect feedback about how 

participants are learning and engaging in the course and if what they are being taught is 

considered helpful. When done well, this method provides information that help us to 

discover the changes that need to be done to improve teaching methods and to avoid bad 

feedback at the end of the course.  
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The use of any of these methods is very important for CLE because most of our company 

courses are tailor-made and therefore we need to make sure that all the materials and the 

structure of the course is according to what the client needs. 

 

3. Examples of best practices and recommendations: 

In our experience the best way to get the right information in order to assess the purpose and 

expectations of any future CLE course is to apply all the methods described in the above 

section, as it is essential to have continuous communication with the clients and receivers of 

the course.  Moreover, the exchange of information is crucial as the entire collaboration with 

the client will be shaped by the initial discussions with all the parties that are implied in the 

collaboration: managers, the HR department, participants to the course, teachers or trainers.  

Here are some tips and recommendations for the assessment process of the purpose and 

expectations of CLE courses:  

• Always back up your discussions with the managers, participants, and HR department 

with a written form of questionnaire or feedback form. Yes, discussions and oral 

feedback are important but there are always situations where people either change 

their minds or forget what they set as a target and having a written proof of what they 

said at the beginning of the course helps the teacher or the CLE organiser when facing 

bad feedback regarding the content of the course. Just to give an example of a 

situation when we were confronted with negative feedback was an English language 

course where we were told by the HR department of the company that some of the 

students were not satisfied with what was taught during the course and that some of 

the topics were irrelevant for their type of work. This was a course with 12 

participants where all of them have completed 12 needs analysis questionnaires and 

24 mid-course feedback forms, and feedback questionnaires at the end. Out of these, 

only 3 people ranked the content of the course with a 3 (which is average) and all 12 

indicated the covered topics as preferential. In the course assessment discussion 

afterwards, we all came to the conclusion that the content of the course was designed 

according to the initial information they provided and during the course there was no 

negative feedback from the whole group, indicating that they were not satisfied.  

• Communication and constant feedback between the teacher and course participants is 

extremely important. Many course participants don't have a clear understanding of  

how the language learning process actually works and cannot realistically identify 
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their learning needs. We often have situations when participants realize what they 

actually need or how they learn better after the course has started and they saw how it 

works. Many of them have not yet participated in a language learning course and are 

not aware of the language acquisition processes. That is why it is so important that the 

teacher can conduct at least 2 feedback sessions by the middle of the course so that 

they have enough time to change the course content, pace, teaching methods, etc. In 

our experience, more than 70 % of the answers we get in the initial needs analysis 

change after the first 5 sessions and the answers we get in the feedback questionnaires 

are real indicators that participants do get involved in the design of the course and 

learning process, thus contributing to the successful delivery of the course and to the 

continuation of these language courses.   

• Always discuss and report the needs analysis or feedback results to the company's 

managers or HR department. In a collaboration where more parties are included it is 

very important that the communication doesn’t remain between only two parties. It is 

often the case that what the company's management wants is one thing, and what the 

course participants need is a totally different thing. For example, during one 

collaboration with a company that involved a total of 120 participants in language 

training programmes with us, we had 120 needs analysis questionnaires completed by 

the future course participants and 20 needs analysis completed by the managers of the 

people involved in the courses. Only 4 questionnaires out of 20 reflected the real 

needs of the course participants when we compared the answers, so we needed to 

discuss this with the representatives of the company to reach a common decision.  

• When delivering a group course, the teacher needs to make the students aware that the 

course objectives need to be common and that all course participants must agree to 

these objectives. Of course, this depends on if all participants in the course use 

English for the same purpose at work or, ideally, come from the same or similar 

departments. When we work with companies that have a large number of employees 

we can group them according to their level and the department they are working in, 

but when we are faced with the situation where we have to form groups with people 

coming from different departments we need to set common goals while trying to 

satisfy the needs of all the participants.  
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4. A summary of the most common results:  

The results of the CLE course’s purpose and expectations depend very much on the type of 

company and the current business trends. In our experience of over 15 years, we have come 

across many different attitudes and tendencies regarding the purpose of the language courses. 

However, there are some common characteristics in the results we get from our methods of 

assessment.  

 

Concerning our English courses, one of the main trends is that almost 95% of our CLE course 

participants have some knowledge of English, mainly due to previous learning in school or 

university, out of which almost half have picked the main vocabulary they are using at work, 

while dealing with communication in English. Out of 430 questionnaires collected in the last 

two years, more than half provided us with information that our course participants need to 

read internal communication correspondence in English and they are confronted with many 

situations when they need to answer in English, or to deal with phone conversations or attend 

meetings and trainings in English. This is mainly due to the type of activity our client 

companies have. 70% of the local companies in our area are service or outsourcing 

companies where the main communication language is English. 30% of these questionnaires 

showed a wish to improve their vocabulary in order to become more fluent but didn't give 

enough importance to the language structures to help them achieve the fluency they want, 

while 40% wanted to focus on grammar in order to speak more correctly. These people are 

the ones who have an intermediate level and realise that they need to improve the quality of 

their use of a language by correcting and improving their use of grammar.  

 

In terms of language skills, more than 90% of all respondents wanted to focus on speaking 

and writing rather than reading and listening, although during the delivery of the course they 

changed their attitude towards the importance of listening and understanding skills as they 

realised how important it is to clearly understand their collaborators message in order to be 

able to communicate efficiently. As for course expectations, the general tendency is that most 

of the future participants do not know what to expect from a language course and they set 

rather general expectations such as "to be able to speak correctly" or "to improve my 

English." From the same batch of questionnaires we collected in the last two years, 20% 

didn't even have an answer to this question, while 40% used the words "to improve my 

English" and another 12% answered with "to speak better" or "to be able to communicate 

better with my collaborators." Almost 95% of them project these expectations on themselves 
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and how their language abilities will improve and not on how the course or the teacher will 

facilitate this language acquisition process, while during the course they shift this projection 

onto the teacher and the content of the course so it is very difficult to assess and to compare 

an evolution of the students expectations if they don't refer to the same things. 

 

5. Conclusion:    

In conclusion, the only way to measure if the methods you are using to asses and evaluate the 

purpose and expectations of the CLE course really work is to follow whether your CLE 

courses realistically benefit from the information you get. This, of course, cannot be 

evaluated if the methods are applied to a single course or a single company. The more 

situations you apply the same process to, the better one can assess if all elements were 

included in the assessment method and whether you are getting the wanted answers. The key 

to successful CLE courses is to know what to ask and when from all parties involved in the 

collaboration and to repeat the process until you have similar trends so you can utilise the 

information.     
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Appendix 1.1: 
 

IN-HOUSE LANGUAGE TRAINING - Needs Analysis Questionnaire – Management 

Name:                                             Position:                                     Date: 

Company:                                      Department: 

1). Which language(s) would you like to focus on within the training-programme? 

2). What type(s) of courses would your department need? (please tick) 

� General         � Business              � Technical           � Financial              � Administrative 

� Other           Please detail: ______________________________________________________ 

3). What are the needs and expectations of your company/department?  

4). What skills would you prefer the programme to focus on? (Please tick) 

speaking fluently in general context   � 

speaking correctly in general context  � 

speaking fluently in business context  � 

speaking correctly in general context     � 

understanding general spoken language                        � 

understanding spoken language in a specific domain        �  which? ________________ 

reading and understanding general texts                 � 

reading and understanding texts in a specific domain        �   which? ________________  

writing texts in a specific field of work    �  which? ________________ 

using vocabulary in general situations    � 

using specialised language in your field of work        �  which? ________________ 

other skills                                                                   �  which? _____________                                                             

5). How many employees will be included in the language training programme?  

6). Which of these people do your employees have to speak the target language(s) to? 

· Customers     · Potential customers    · Direct boss    · Other superiors  · Subordinates · Colleagues in same office 
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· Colleagues in other office (please state where) 

7). Any special requests  

 

IN-HOUSE LANGUAGE TRAINING - Needs Analysis Questionnaire - Student 

Name:                                                             Level: 

Company:                                                        Group: 

Part 1: General Information 

1). Your name _____________________________________________________________________________ 

2). Your occupation __________________________________________________________________________ 

Part 2: Language learning background 

1). How long have you been learning (the target language)? _________________________________________ 

2). Where did you learn (the target language) before? _____________________________________________ 

3). What other foreign languages have you learnt? ________________________________________________ 

4). Have you taken any breaks from learning (the target language)? __________________________________ 

Part 3: Assessment of motivation 

 

1). Why are you learning (the target language)? _____________________________________________________ 

2). Do you need (the target language) in your work? __________________________________________________ 

3). What do you need to do in (the target language) at work? ___________________________________________ 

4). How will you use (the target language) in the future? _______________________________________________ 

5). Which of these people do you have to speak (the target language) to?  

· Customers   · Potential customers   · Direct boss   · Other superiors   · Subordinates 

· Colleagues in same office   · Colleagues in other country (please state where) 

Part 4: Language abilities – strengths and weaknesses 

1). How easy or difficult are the following language areas for you (1-easy, 5-difficult) 
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speaking fluently  1 2 3 4 5 

speaking correctly  1 2 3 4 5 

understanding what people tell you   1 2 3 4 5 

understanding when more people are talking            1 2 3 4 5 

reading and understanding general texts             1 2 3 4 5 

reading and understanding texts in your domain          1 2 3 4 5 

writing texts in your field of work 1 2 3 4 5 

using vocabulary in general situations 1 2 3 4 5 

using specialised language in your field of work           1 2 3 4 5 

2). Which of the areas below do you most need to improve in your (the target language) (in order)? 

________________________________________________________________________________ 

• Reading                                    • Writing                                     • Speaking 

• Listening                                   • Grammar                                  • Vocabulary 

3). WRITING TEXTS:  

Which 5 of these do you write most in (the target language)? (see below) 

________________________________________________________________________________ 

Which of the others do you read most in (the target language)? (see below) 

________________________________________________________________________________ 

Which of the two above do you need help with/ practise of? (in order) 

 

1. Contracts                                    6. General interest articles                   11. Official notices 

2. Specialist articles                        7. Formal business E-mails                  12. Business letters 

3. More informal/ chatty e-mails      8. Reports                                           13. Chat pages 

4. Memos                                         9. Minutes                                           14. Agendas                                                     

5. Faxes                                          10. Websites (please give example)       15. Other 
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4). SPEAKING AND LISTENING: 

Which of these situations do you have to speak in? (see below) 

______________________________________________________________________________________ 

Which of the remaining ones do you have to/ do you listen to? 

_______________________________________________________________________________ 

1.Conferences                    4.One to one meetings                                       7.One to one phone calls 

2.Conference calls              5.Socialising                                                      8.Other 

3.Presentations                  6.Meetings of 3 or more people (please state numbers) 

 

Appendix 1.2: 
 

1. What aspects of this course are helping you most effectively to learn and in what way? 

 

2. Are any aspects of this course not effective in your learning process? If so, please 
explain. 

 

3. How would you describe the effectiveness of the teacher in helping you learn? 

 

4. How would you describe your level of involvement in this class so far?  What would 
help you become more engaged in class?   

 

5. Please comment on any other aspect of this course experience (use other side if 
necessary). 
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GHOTI PROFESSIONAL ENGLISH: CHAPTER 2  

1. Valuable information CLE organizers need before starting a CLE course: 

Managing the expectations of CLE clients, both the human resources personnel that 

commission language courses and the students that attend them, is an essential first step in 

producing a lesson plan that is relevant with a clear direction and attainable goals. Unless 

these goals are clearly stated and what is possible in a given time frame is understood, the 

course can become aimless and the client deeply dissatisfied. Ensuring that both the CLE 

client and the attending students are involved in the process of goal setting is key in being 

able to provide a meaningful assessment of student progress and in determining the frequency 

and way in which assessment is conducted, thereby establishing the basis for meeting these 

expectations. 

Periodic check-ups during the delivery of the course, directly with the students and with the 

CLE personnel responsible for the commission of the language course, ensure that any 

problems are dealt with in a timely fashion.  

Ensuring that both students and CLE clients give a final course assessment regarding all 

aspects of the course (e.g. course material, teacher effectiveness, organization), is vital in 

evaluating whether the goals of the course have been met, if any problems that arose during 

the course were addressed, and to highlight possible areas of improvement in future courses. 

 

2. What methods are used to assess the purpose and expectations of CLE courses: 

An initial meeting with the client determines the purpose of the course. The first, and most 

obvious question, is why the client needs lessons. The range of responses, from the need for a 

general ‘brush-up’ course to the need for a high-level, technical language competency course, 

can then be used to make clear to the CLE client what can be accomplished, how it can be 

accomplished, and how much time it will require. Is there a request for task specific language 

(such as basic correspondence skills like emailing writing and making telephone calls), or do 

the students require a course focused on general language competency? How many students 

will be participating? What are their current language levels? If there is a wide range of 

language levels between the participating students, how will this affect the outcome of the 

course? Does the language school have the necessary materials to teach the course, a suitable 
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or experienced instructor to teach the course, and has the type of course requested been taught 

before? A language level assessment test, preferably written and spoken, is then completed 

by all the prospective students. 

The responses to the questions, made at the initial meeting, and the results of the language 

level assessment tests, provide the basis for an initial course outline that can be presented to 

the CLE client before the course itself begins. For standard courses options are presented 

based on the CEFRL25 guidelines and, in the case of English, on the Cambridge ESOL26 

estimates of language progression, and the usual rate of language acquisition is discussed 

(e.g. ESOL estimates between 150 to 200 hours of class time is required to complete B1). For 

other types of courses, such as those focused on the acquisition of specific language skills or 

technical vocabulary, the language level of the participating students before the course begins 

will determine the rate at which these goals can be achieved. In all cases, a discussion about 

how much work outside of class should be done by the attendees, the importance of regular 

participation, and how flexible the lesson plan and course material can and should be, must 

be discussed and clearly established before the first lesson takes place.  

The results of the language level assessment tests provide a clear starting point from which 

the expectations of the participating CLE students can be measured, and their expectations 

managed. In the first class the lesson plan is presented, and the course goals are discussed 

with the students, with a series of further questions posed directly to them. How can the 

established expectations be achieved? What can the students already do that is currently 

covered in the lesson plan? What other language skills do the students require that is not 

present in the lesson plan? Do the students have the necessary skills (as illustrated by their 

test results) to achieve the course goals in the time-frame agreed upon with the CLE client? 

How much work can be done by the students outside of class? Establishing and detailing 

these challenges, as they may apply differently to each student or to the group as a whole, and 

making sure that the participating students are aware of these challenges is done in order to 

not only assess but to also manage their expectations. 

In addition to these fact-based questions and answers, assessing the expectations of CLE 

students in the first class also means determining what kind of learning activities are suitable 

for the group. Do the students already know one another? Do they enjoy being together? Are 
                                                             
25 CEFRL (Common European Framework of Reference for Languages: Learning, teaching, assessment). Council 
for Cultural Co-operation, Education Committee. Cambridge University Press, 2006. 
26 Cambridge ESOL (English for Speakers of Other Languages). 
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they eager participants? Do they prefer active spoken exercises when learning or do they 

prefer quiet concentration in the acquisition of new language skills? Generally speaking, what 

kind of language learning activities do the students find both useful and engaging? While this 

may not always become apparent in the first class (and while preferences may change as the 

course progresses), an attempt to assess their expectations of how the class will be run is 

necessary. Once these questions are answered a revised lesson plan, perhaps with additional 

goals and activities, can be created, presented to the CLE client, and employed in class. 

 

3. Examples of best practices and recommendations: 

Before the initial meeting with the CLE client, a short questionnaire is sent by email with the 

list of questions mentioned in Section 2 to be answered in open-form. Once this questionnaire 

has been returned a face-to-face meeting is set up to go through the answers and any 

additional information or questions that the CLE client may have. The answers collected from 

both the filled-in questionnaire and the face-to-face interview are then used to write a course 

description and lesson plan that can then be presented to the CLE client preferably before the 

first class takes place. This course description and lesson plan then serves as a kind of 

‘service contract’ upon which the service provided can later be measured. 

The prospective students of the language course are then presented with a language level 

assessment test to gauge their level. The results of this language level assessment test, 

preferably conducted with both a written and spoken portion, and designed according to the 

CEFRL handbook based on the skills and tasks found in the “Self-Assessment”27 portion, 

provide the starting point from which the students’ expectations can be assessed. This is 

followed by a face-to-face brainstorming session with the students in the first class where 

detailed notes are taken by the language instructor (and where all suggestions or comments 

by the students are kept anonymous) and then submitted to the language centre. 

 

4. A summary of the most common results: 

                                                             
27 CEFRL (Common European Framework of Reference for Languages: Learning, teaching, assessment). Council 
for Cultural Co-operation, Education Committee. Cambridge University Press, 2006. 
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In our experience, the education related needs and expectations of clients can be broken down 

into two categories: 1) an expectation that a student’s language skill advances according to 

CEFRL guidelines; 2) an expectation that client requested task-specific or job-related 

language skills have been learned. Furthermore, assessing whether each of these expectations 

have been met requires a different approach. Written and oral end-of-course assessment tests 

can measure how much a student has progressed in their respective CEFRL level and whether 

or not they are ready to ‘level-up’. An evaluation of task-specific or job-related language 

skills are done either with written and oral tests, or by an observation of these skills in 

practice. 

Assessing all other, non-education related needs and expectations, such as the ease or 

difficulty in cancelling or rescheduling classes; the punctuality of students and teachers; the 

participation of students; an assessment of a teacher’s performance: are usually conducted by 

face-to-face meetings with the CLE client at the end of course and by teacher feedback forms. 

 

5. Conclusion: 

The results of the initial meeting with the CLE client and the language level tests of the 

participating students, in conjunction with the face-to-face brainstorming session, establishes 

the purpose and expectations of the course to be delivered. Consistent feedback throughout 

the course helps to make sure that the established goals of the course can be met and, if 

necessary, revised course goals can be implemented. End of course tests, to assess whether 

the goals have been met, are planned if the CLE client requests them. Feedback on the 

teacher’s performance is also collected, as well as a general assessment of students’ progress 

to establish whether or not they are ready to progress to another stage of language learning. 
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NISTA LANGUAGE CENTRE: CHAPTER 2 

1. Valuable information CLE organizers need before starting a CLE course, during its 

delivery and at the end: 

While in the past companies were interested in Business English courses with syllabi 

covering the business world in general, nowadays they prefer narrower topics related to their 

specific field. Corporate clients who decide to book a course typically want their employees 

to be trained in specific areas of English connected to their line of work. Therefore, as 

language service providers, it is extremely important to obtain an in-depth knowledge of a 

client’s specific needs, sometimes including their business operations, in order to design a 

course whose purpose meets company expectations. Additionally, individual participants 

have their own expectations. Participants want to improve their English in tangible ways of 

direct benefit to their own job performance. Thus there is a dual set of expectations to meet in 

today's Business English course design. Determining a company's needs together with the 

likely needs of individual course participants is thus very important, and these needs must be 

assessed as far as possible before course preparation begins. 

As stated, the purpose of today's Business English course is often to meet the expectations of 

a particular company in a particular business sector. We begin our course preparations with a 

discussion with companies about their industry, including the types of jobs held by likely 

participants. We then compile a list of the tasks or duties that each job entails, as well as the 

competencies required for each job. We present the list of possible tasks and competencies to 

the employees who will be attending the course. The participants are asked to check off the 

items that best fit their job descriptions and day-to-day tasks (see Appendix 1). By identifying 

the tasks and competencies needed for success (e.g. problem solving) in their particular field, 

our students provide us with an invaluable tool that we can use to tailor our courses to both 

the company's needs and their individual needs. 

 

2. What methods are used to gather this data:   

Before we can start building a curriculum, assessing the language proficiency level of the 

course participants is essential. The proficiency tests that we use classify learners into six 

foreign language proficiency levels, according to the European Framework of Reference for 

Languages (CEFR). The tests are usually designed with multiple-choice questions, each with 



54 
 

four possible answers. This means that there is a 25% chance that the test-taker will simply 

guess the correct answers and successfully pass the test.   

Therefore, to avoid classifying the course participants into the wrong proficiency level 

groups, we also conduct one-on-one interviews with each one of them. Course participants 

tell us about their job and the tasks involved, what are some of the most common difficulties 

they encounter, what kind of knowledge is required of them and what level of knowledge 

they want to achieve. This method also gives us further information on their particular needs 

and expectations. 

 

Using this preliminary information obtained with the methods listed, we begin to assemble 

the course material. We consider the likely use of language in the particular industry or line 

of work of our company client, and in order to provide a high-quality, practical, and relevant 

curriculum, we start narrowing down our own text corpus in order to better achieve clarity of 

purpose in our course design. By selecting course materials in this way - in consideration of 

company needs - we work to meet their expectations.  

The final decision on financing the course is up to a company’s management, and this 

decision is frequently made based on the extent to which they feel their expectations will be 

met. The best practical method for assessing these expectations is direct company 

consultation. We conduct an interview with the management and/ or the students themselves 

to determine their expectations (see Appendix 2). Because we put a lot of emphasis on 

ensuring that our clients receive a product (course) that is specifically tailored for them, this 

methods of assessing a corporate client’s specific needs allows us to focus on those aspects 

that yield measurable results for the company as a whole. These results will be verified by us 

together with the company’s human resources department, which also monitors the growth 

and the satisfaction and progress of the entire staff.  

The purpose of a given Business English course is thus established against the background of 

company and participant expectations. The syllabus is not entirely designed in advance, but 

based on the information gathered in the preliminary stages. The course design is a dynamic 

process where we work out the details of the syllabus (fluid syllabus) along the way. While 

the course is underway, one method that has proven very successful for assessing how well 

we are reaching these objectives is keeping a log book, which the teacher(s) can use to track 

individual observations on the course progression and any improvements to be made. 
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Teachers also use the log book to note any additional content that might come up during class 

and that their learners might find interesting and useful.  

Anticipating the formative assessment that will take place during the course in order to 

measure student progress, we employ the following method: in consultation with the 

company client, we begin to devise special types of formative assessment based on actual 

examples of the day-to-day tasks done by those working in the business. Instead of relying 

completely on standardized tests, we incorporate task-oriented types of assessment that are 

relevant to the daily experiences of course participants in their line of work. Tailored 

formative assessment has many benefits including such as; it helps motivate the learners, it 

promotes understanding of the objectives pursued and it facilitates self-assessment and self-

evaluation of one’s own progress. 

 

3. Examples of best practices and recommendations:     

In 2017 we were approached by Omnicell / Health Robotics, a local company that required 

language courses in medical English for their staff. We started the course preparation by 

assessing purpose and expectations of the company for our training project, which was going 

to be: English for medical engineers.  

We first met with the company’s HR department and went through the questions for the 

preliminary stages of the course preparation (see Appendix 2). HR were able to give us a 

clearer picture of the needs and objectives of both company and employees.  

After conducting our first initial research on the company’s role and function on the market, 

we narrowed down our course preparation to the specific language areas the trainees were 

most likely need for their line of work. Based on the feedback we received from HR, we 

created a list of medical equipment, health issues, medical procedures, functional language 

situations, etc. that we thought relevant to the field in question. To this list we added a more 

general needs analysis to find out how and how often trainees were using the English 

language for their work across the four skills (see Appendix 1).  

We gave this questionnaire to 42 students and we received 39 completed questionnaires back. 

This was conducted together with the teachers in the very first lesson across the four different 

groups. We have also found that doing this in class maximizes the number of responses. In 

the past, we tried to give out these questionnaires to students before the start of the course by 

using online forms, thus, giving teachers slightly more time to prepare a tailored lesson for 
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the first session.   When we sent out 20 questionnaires to another company earlier last year 

we only received five completed questionnaires back. Unfortunately, this practice has not 

been very effective as students do not complete them in their spare time. There are, however, 

more advantages to going through the questionnaires together with the teacher since students 

can express their needs and expectations verbally and therefore in a clearer and effective way.  

Meeting face to face with the human resources department and the students has proved to be 

the best practice for assessing purpose and expectations for us so far.  

 

4. A summary of most common results: 

It is crucial to assess how well expectations are being met both during the course and at the 

end of the course. Methods for doing so vary depending on whether the course is underway 

or finished. During the course we conduct individual interviews. At the end of the course we 

generally rely on course evaluations. As in the preliminary stages before the course begins, 

assessing expectations in later stages is a dynamic process relying on an assortment of 

methods. Some methods we use are as follows: Real-time feedback from course participants 

and the management on possible improvements, changes, additions (keeping a teacher's log 

book); Keeping an open line of communication with the management; Reaching a Consensus 

on Jointly Planned Objectives by the Client and the Provider; Self-evaluation Form for 

Course Participants and for the Management on the Objectives Achieved During the Course; 

End of the course questionnaires and Final Tests. For the academic year 2016/2017 we 

received back 82% of the distributed questionnaires and 98% of the participants took the final 

tests. A high 96% of all our CLE clients passed the final test with a result of over 75%. After 

noticing the results while using the language at their work place and getting the confirmation 

with the test results, consequently, 94% of the CLE clients wrote a positive feedback on the 

questionnaire, stating that their expectations were met. 

 

5. Conclusion: 

Teaching methods and, consequently, knowledge assessment methods have changed so much 

in recent years, that many methods that have been in use 8 years ago are now completely 

obsolete. The subject of teaching skills in the 21st century encompasses some very old 

methods involving critical thinking and joint problem-solving, but the newest guideline is 
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summarized by the following quote: »When teachers see learning through the eyes of the 

student. When students see themselves as their own teachers. « 

To be able to provide our corporate clients a service that can help them adapt, as well as 

possible, to the rapidly developing economy, we must offer them a training program that 

combines a selected vocabulary related to the field in which the company operates, with 

topical content that can be seamlessly applied to a company’s everyday operations.  
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APPENDIX 2 

 

 

Course preparation- Questionnaire 

 

The company  

1. What is the business area of the company? 

2. What are the organizational objectives? 

3. Why does communication in English need to be made more effective? 

4. What obstacles in communication are there now? 

5. Where do these obstacles result from? 

6. In which context do they take place? 

7. How is improving communication linked to the company’s business objectives?  

The trainees / employees / students  

1. What is the profile of the trainees?  

2. Where are they located? 

3. What does their job involve? 

4. What are the most difficult/ stressful elements of each job? 

5. What are the language related challenges of each job? 

6. In which context is English used more? Spoken or written? Which is more 
challenging? 

7. How formal is the communication / correspondence?  

8. What functions do trainees need to perform? 

a. Ask for information  

b. Provide information  

c. Give instructions  

d. Follow instructions  



62 
 

e. Take orders 

f. Confirm orders 

g. Ask for confirmation  

h. Write reports  

i. Describe a process  

9. How are their training needs similar or different? 

10. What constraints are there? 

a. Time 

b. Budget 

c. Premises 

d. Logistics 

e. Attendance  

f. Work overload  

11. What is the time framework? 

12. What is the sign-off process? 

13. Do they have a preference in course materials and resources?  

14. How do they evaluate their level of English? In social situations? At work?  

15. What can they do / are they doing to improve their level? Outside the course? 

16. What do they expect their level to be like and by when?  
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CHAPTER 3:  

WHAT METHODS CAN BE USED TO EVALUATE THE SATISFACTION OF CLIENTS? WHAT ARE 
THE FINDINGS OF THESE EVALUATIONS AND WHAT ARE THESE FINDINGS USED FOR? 

 

 

Chapter Summary: 

The partner institutions consider that the measurement of client satisfaction is important in 

CLE and all language schools offering CLE courses should follow some kind of 

measurement procedure in this sense.  

In their experience the involved institutions identified client satisfaction measurement 

methods which best fit their context and activity. Even if the four partner institutions use 

different methods, their main aim is to compare client expectations with their feedback, so it 

is common, that they use both initial and end of unit/class measurement methods. In three 

cases these are accompanied by mid-term evaluation methods as well. 

Some examples of most common methods that the partner institutions use for measuring 

client satisfaction are: feedback questionnaires (online or paper-version), interview or 

meeting with clients, white-sheet of paper method, monitoring social media likes and 

reviews, etc.  
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ANTENER: CHAPTER 3 

1. Client satisfaction and its importance on the CLE market  

As there is big competition on the CLE market and there are a lot of companies offering CLE 

services, customer satisfaction is extremely important and it is the key to any CLE provider’s 

success.  On the CLE market it is very important to retain customers instead of trying to find 

new ones every time. This market is clearly based on mutual trust and satisfaction where 

satisfied customers will continue to work with you and recommend you by becoming your 

brand ambassador who can secure your place on the market and can help you stay ahead of 

the curve. 

High level of customer satisfaction also provides a certain expectation for quality that CLE 

providers can use to manage and improve their businesses as to reach this level your business 

needs to deliver value continuously and measure the level of satisfaction of your customers 

continuously by trying to get constant feedback from them.  A customer focused culture is 

clearly the core of CLE which not only improves businesses and services but also promotes 

employee engagement and a healthy competition among CLE providers. 

Besides getting constant feedback it is also very important to personalize your services to the 

exact needs of your customers, to make your customer feel important by offering services 

especially tailored for them. This is all impossible without ongoing interaction, commitment 

and a constant strive to meet your customers’ requirements, answer their needs while 

delivering a high quality service which will lead to loyalty, retaining of customers, improving 

your own business and an increase in your revenues. 

 

2. What methods are used to gather this data (350 - 400 words) 

We believe that ensuring the customer satisfaction makes us better than our competitors, so 

we built up our system accordingly. 

When negotiating with a prospective customer we always emphasize our unique 5-point 

guarantee-system which basically means that we do not offer trial lesson for the customers, 

rather we offer a trial month. We start working together, and if they are not satisfied after the 

first month, they don’t have to pay this month and we thank the opportunity they gave us. We 
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are very proud that not even one customer decided not to pay for the services we provided. It 

also means that we have to choose the best available teacher for the given group and assess 

their current levels and needs properly and we have to believe in our teachers and program-

managers as they are the keys to our success. 

Ensuring high-level customer satisfaction, however do not start at the same time as the 

courses. When we visit the company first time, we always go with a programme-manager 

who   - if the company chooses us – will be responsible for that given company. The aim of 

dedicating a program manager to a company is that the HR manager or contact person 

doesn’t need to communicate with one person about finances and invoicing, another person 

about the course itself and someone else about the absences, they get all the information from 

one source, therefore miscommunication is less likely to happen. 

After the first lesson our colleagues call the client and informally enquire about the 

experience of the first lesson: 

- Has the first lesson met their expectations? 

- Are there any feedbacks from the participants? 

If there are more groups in a company after the first few lessons the client might let us know 

that some participants would like to change groups as they either feel that the group’s level is 

too low/high for them or they cannot go to the lessons at that given time due to personal 

matters. Handling these requests with care has a very positive impact on the relationship with 

our clients. 

If everything goes smoothly, the next contact with the client is after a month of learning. As 

our guarantee system gives the opportunity to back out after the first month, we have to 

measure customer satisfaction at the end of the first month and we do this in an informal way 

by calling the client. We use directed questions to make them talk about the first month. 

If any problem or issue occurs the client usually calls the program-manager and they discuss 

these issues. In the past these issues were either about the teachers or about a problematic 

participant. 

In case of an issue with the teacher, there are two ways to handle the problem: 

- either we examine the problem deeply and gives suggestions to the teacher about what 

to do differently, giving them materials or coaching by the head-teacher. 
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- or if this doesn’t work, and the client sticks to a radical step we change the teacher, 

but we try to protect our teachers and make sure they have the adequate level of 

information and qualification before starting to teach a course. 

As our clients tend to pay monthly, every month the dedicated program manager sends the 

invoice and the copy of the attendance sheet and progress log to the client which also gives us 

an opportunity to ask about the satisfaction informally.  

The next step is the mid-course customer satisfaction questionnaire. Our Customer Relation 

Management System is designed so that it automatically sends this questionnaire to the client 

after the 30th lesson in case of a 60-hour module.  There are 2 types of questionnaires, one is 

sent to the HR manager or contact person, and the other one is sent to every student. We 

created the questionnaires in Hungarian language because this ensures we have the honest 

truth and a lot more information about the course as the participants’ language level is not 

limited. 

If everything works well with the course and the client, the final step is measuring the 

customer satisfaction at the end of the course, which is a more complex questionnaire. 

 

3. How can CLE providers use the feedback on customer satisfaction? 

Customer feedbacks can be used in various ways to improve one’s business and services. 

First and foremost feedbacks can be used to improve one’s products. Not only positive 

reinforcement about our courses is important, we try to get an honest feedback from our 

customers on the courses and trainings we provide. Criticism is just as important as 

compliments and we have to take them seriously if we get better and if we want to have 

satisfied customers 

Even informal feedbacks can be useful. The phone calls we make at the beginning and during 

the course make our clients feel special and they help us to maintain a good relationship with 

the contact person of the company that is vital for a future cooperation. 

Another thing that the feedbacks can be used is to make sure that our teachers are trained and 

qualified enough. As the main contacts between us and the participants of the course are our 

teachers, it is very important to get a feedback on their performance to make sure that they 
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deliver the lessons in a way that it meets the needs of the clients and the quality we would 

like to ensure.  

With gathering feedback CLE providers can also keep themselves up to date with current 

demands and trends of the market. There is no better indicator of what the exact needs of the 

market are than the feedbacks from our customers. Without these it would be very difficult to 

keep up with the ever changing and growing demands of the companies in terms of CLE. 

 

4. Practical examples where you implemented the results of the customer satisfaction 

feedback into the future organisation and delivery of a CLE course  

We have already improved a great deal by using feedbacks we gathered from our customers. 

They were very useful in organizing our future courses and building up system for gathering 

useful data from our clients. Knowing how to put together groups, how many students and 

from which department are all factors that can be aided by analysing feedbacks. 

There were a few times we had to change our teacher because they were not able to deliver 

the lesson that the students needed. As this is always a very sensitive issue, it has to be 

handled with a great deal of tactfulness and luckily most of the times we are able to choose 

the appropriate teacher for a given course and getting feedback from teachers and students 

helped us to avoid these inconvenient situations. 

On the other hand we have also noticed that if a group gets to like a certain teacher, they are 

more likely to sign up for the next course if they can have the same teacher. Thus we always 

ask from students if they would like to have the same teacher for the next course, and we 

found that both our teachers and our clients appreciate this question a lot. 

Another thing we learnt from the feedbacks and that we could implement in our further 

courses that most of the participants enjoy less handouts and course-book based lessons and 

more ‘hands-on’, roleplay based lessons, that’s why we persuade our teachers to deliver 

workshop-like lessons instead of just following a given course book. 

5. Conclusion  

Getting feedback from customers in various ways and forms is inevitable for successfully 

organizing and delivering a language course. Keeping a high level of customer satisfaction 
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through getting continuous feedback helps you to keep your customers loyal to your business 

and to be able to improve your services and be up to date with the current trends of the CLE 

market. 

 

 

APPENDIX 

 

 

1. Customer Satisfaction Questionnaire (Mid-Term) 

Please evaluate your language course by answering the following questions on a scale of 1 to 
5 (5 = very good/ useful, 1= bad/ useless). Please feel free to comment if it is necessary.   
 

1. Do you think the curriculum is useful for your job?  
2. Do you think the structure and the content of the curriculum is appropriate?  
3. How do you think about the learning tools which assist course? (Textbooks, materials, 

audio, etc.). 
4. How would you evaluate the performance of the teacher so far and the atmosphere 

created during the course? 
5. How would you evaluate the methods of supervision during the course? 
6. How realistic do you feel the evaluation of your knowledge so far?   
7. How do you feel about your own performance in the course so far? 
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2. Workshop Evaluation and Learning Self-Assessment 

 

1. Please rate this workshop in terms of Trainer’s Expertise, Clarity, Preparation, Time Management, 
and Responsiveness to your educational needs. Provide any additional feedback in the Comments 
section. Circle the appropriate numbers 

RATING SCALE: 1-2 = LOW 3-4 = MEDIUM  5-6 = HIGH 

Trainer Name(s) Expertise Clarity Preparation Time Management Responsiveness 

 1 2 3 4 5 6 1 2 3 4 5 6 1 2 3 4 5 6 1 2 3 4 5 6 1 2 3 4 5 6 

Comments: 

 

 
2. Please review the following list of knowledge and skills statements. Give some thought to what 

you knew before this workshop and what you learned here today. Circle the number that best 
represents your knowledge and skills before then after this workshop. 

RATING SCALE: 1-2 = LOW 3-4 = MEDIUM  5-6 = HIGH 

BEFORE TRAINING HOW WOULD YOU RATE YOUR…? AFTER TRAINING 

1 2 3 4 5 6 Ability to start and maintain small talks 1 2 3 4 5 6 

1 2 3 4 5 6 Ability to perform a presentation in English 1 2 3 4 5 6 

1 2 3 4 5 6 Ability to use varied expressions in English for presentations, meetings 
and other business contexts 

1 2 3 4 5 6 

1 2 3 4 5 6 Ability to handle misunderstandings 1 2 3 4 5 6 

1 2 3 4 5 6 Ability to use repair strategies (clarification, circumlocution) 
where necessary. 

1 2 3 4 5 6 

1 2 3 4 5 6 Ability to maintain accurate, fluent and natural conversation. 1 2 3 4 5 6 

1 2 3 4 5 6 Ability to maintain a smooth flow of language with hesitation mainly to 
formulate ideas, not language. 

1 2 3 4 5 6 

1 2 3 4 5 6 Ability to link ideas into clear coherent discourse with little or no 
jumpiness even in extended contributions. 

1 2 3 4 5 6 

1 2 3 4 5 6 Ability to write clear, smoothly-flowing, well-structured text in an 
appropriate style.  

1 2 3 4 5 6 

1 2 3 4 5 6 Ability to write complex reports with an effective logical structure 
which helps the recipient to notice significant points.  

1 2 3 4 5 6 
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3. OVERALL EVALUATION OF THE WORKSHOP 

 

Please take a moment to answer the following questions. Your comments are an important contribution as we design learning 
experiences to meet your professional needs. 

 

What will you do differently in the future as a result of this workshop? 

 

What do you feel were the strengths of this workshop? 

 

What do you feel were the weaknesses of this workshop? 

 

How can we improve this workshop? 

 

How appropriate was the theory-practice ratio of the workshop?  

 

4. Please rate the following statements using a 1 through 6 scale where: 
 

1 = Disagree Strongly 6 = Agree Strongly 

 

The workshop met my expectations. 1 2 3 4 5 6 

I will be able to apply the knowledge learned. 1 2 3 4 5 6 

The trainer actively involved me in the learning process. 1 2 3 4 5 6 

The difficulty level was about right. 1 2 3 4 5 6 

As a result of this training, I feel more confident in my capacity to use English in my job. 1 2 3 4 5 6 

 I recommend attendance of this workshop. 1 2 3 4 5 6 

The handouts and/or materials were useful. 1 2 3 4 5 6 
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BRIDGE LANGUAGE STUDY HOUSE (BLSH): CHAPTER 3 

 

1. Client satisfaction and its importance on the CLE market: 

Feedback and client satisfaction evaluation is extremely important for any language course as 

it provides key information both to the teacher who is delivering the course and to the 

receivers of the course. With reference to CLE courses, we will focus on the feedback 

received by the teacher together with the language courses organisers when faced with their 

clients: corporations and their employees.  

 

The importance of feedback is in the fact that it provides an essential tool to measure and 

report the outcomes of the language training and its effects on the attendees’ skills and 

performance. As any training program, language courses have practical objectives and follow 

set standards, therefore measuring the impact that the delivery of the course has had on its 

receivers will show whether these objectives have been met, or to what degree can the course 

be improved.  

 

The continuous development and improvement of these CLE courses depend on the feedback 

we receive after every course or language training we provide. In the evaluation process of 

client satisfaction, we mainly address the course participants, but the company’s management 

is also included. We measure with the course participants how the objectives of the course 

have been met or what new language skills they learned as a result, but we also measure how 

the employees’ managers see their performance in terms of communication in that particular 

language they study.  Company managers or HR specialists are also the ones who can 

measure how their employees or colleagues are able to implement the language skills they 

learned or how their communication skills have improved their performance at work. 

  

Because we strongly believe that getting feedback is a continuous and developing process, we 

ask for feedback a short time after the courses have started in order to see if the objectives of 

the course have been understood, or whether students feel comfortable with the delivery of 

the course and teacher, followed by a mid-course feedback where we want to find out if the 

course is going on the right track or if there is a need for readjustments and, at the end of each 

course, we have a thorough evaluation where we give participants the opportunity to reflect 
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on the time spent in the course and to appreciate the teacher’s performance or what skills they 

improved and so on.  

 

2. Methods used to gather feedback from CLE clients: 

There are several methods to gather feedback information for CLE courses, we mainly use 

feedback questionnaires that are sometimes followed up by open discussions in class or in the 

meetings we have with the third parties (company managers, HR specialists, training 

coordinators, etc). The form and complexity of these questionnaires depend on the stage the 

CLE course is in. We use shorter questionnaires for start and mid -course feedback with 

simpler questions where students don't need to reflect too much but rather express their 

feelings and first impressions about different aspects of the course and longer ones, at the end 

of the courses, when we give students the opportunity to analyse and asses their experience 

throughout the course, how they improved their skills, the teacher's performance, how the 

course objectives were reached, and so on.  

 

Questionnaires can either be filled out by CLE participants in class or completed online in an 

electronic version. When the feedback forms are filled out in class as part of a guided activity 

the teacher will explain the importance of constant feedback and how things can be improved 

based on the participants input. After the questionnaires are completed, the teacher starts a 

discussion about the most common points that came up and leaves room for suggestions. 

 

However, we have received better and more valuable feed-back if the students have filled the 

form as an online questionnaire. This way, participants can comment on a course without 

being concerned about feeling embarrassed or the way the teacher or the other participants 

would react to their feedback. We ask them to fill out the form and try to explain how 

important it is for them to do so, especially because if they were unsatisfied with certain 

aspects of the course then we might be able to improve them. 

 

It is also very important to improve the response rate. In order to do this, we organize 

workshops for our teacher to help them learn how to get and give the feed-back they need. 

Bridge Language Study House uses more types of formal feed-back questionnaires than seen 

in the examples in Appendix 1. Even if the forms are different they contain questions for 

almost the same main areas of interest: the atmosphere during the course, the teacher’s 

performance, the content of the course (topics, vocabulary, etc). We focus on these areas 
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because the response rate is definitely higher on these topics than others, for example from a 

batch of 680 end of course feedback questionnaires more than 70 % rather responded to 

questions like “Were the teacher's instructions clear enough”, or to rank the topics studied 

during the course according to their interest or to identify at least one skill they improved 

during the course and could directly apply in their everyday work. Questions where 

participants are asked to come up with further development solutions or to say what else 

could be improved in the language course they are following are rarely answered, or the 

answer they give is not relevant enough. For this question, 20 out of 36 participants in tree 

courses with the same level and with the same teacher contained the answer “nothing” or “I 

can't think of anything more”, 7 of them referred to the hour the class was held and the rest 

indicated more practice of some grammar forms, more writing and even more time spent on 

certain subjects.  

 

3. How can the feedback results be used for client satisfaction? 

Feedback from participants is important not only for teachers or trainers that come into direct 

contact with the course participants but, as mentioned earlier, also for the CLE organizers 

because, as any service provider, the most important thing is that your client continues to 

contract your services because it suits their needs and interests. The whole idea of tailor -

made courses within CLE is about adapting the training to the clients' needs and interest and 

these are different even when it comes to organizing courses for the same company.  Every 

course is unique in its way because the participants are unique in their way they learn, or they 

relate to the content of the course even if the objectives and aim of the course are common 

and should satisfy all the participants. The information we got from the feedback we 

requested in over 15 years of experience with CLE courses helped us define the corporate 

courses and shape them in what they are today. It is a continuous work as the labour market is 

constantly changing, therefore we must adapt our courses to the trends we are experiencing.  

 

Surprisingly, the most useful findings that we are currently facing and need to comply with 

do not refer to course content, didactics, materials, etc but rather with the training techniques 

and teaching methodology. We constantly need to adapt to the speed the world of work 

changes in contrast with the lack of time language learners have.   

 

Learners have less and less time to study thoroughly, therefore the amount of time they invest 

in studying the language is minimum and never enough for a complex acquisition of the 
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language, so the teachers need to adapt, not to expect much homework or home study, and try 

to practice as much as possible in class because that is the only time reserved for study in an 

organised and guided way. Moreover, due to the multitude of things employees needed to 

manage in their work, the interest in learning something new such as improving their 

language skills decreases and many of them confessed that their progress depends very much 

on the interest they have in keep learning the language so, again, we focused on making the 

lessons as appealing as possible and the only way we can do that is by showing the 

participants how they can apply the things they learn in class in their everyday work and why 

it is important to attend these classes. Language training in the corporate world is not 

mandatory but is part of the employees' professional development and the continuity of these 

language courses depend on the students’ feedback on whether they want to continue or not.  

One of the best proofs that we adapt to our students’ feedback is that we have groups that 

continue for 2 or 3 years within the same CLE courses.  For example, out of 120 employees 

that started courses in the same company, 96 of them responded with yes when asked whether 

they want to continue their language study with our CLE courses even if they aren't obliged 

to attend these courses. 

 

Other important aspects we found out from our course feedback were that the majority of 

them needed training in how to actually learn the language or that they needed training on 

soft skills also, so we try to integrate these as much as possible in our CLE language courses. 

Last but not least, the answers we got from the feedback we asked showed us how important 

communication must be in teaching and organising CLE courses. Many of the struggles and 

questions participants had were related to misunderstanding the course's purpose, teaching 

method, and the importance of their own effort and input in learning the language. So we 

focused on training the teachers on how to communicate and make the participants 

understand the course objectives, outcomes and methods used from the beginning of the 

course, and how to develop this constant feedback communication between them as teachers 

and the participants during the entire duration of the course.      

 

4. Practical examples where you implemented the results of the customer satisfaction 

feedback into the future organisation and delivery of a CLE course: 

Feedback is not only directed towards the teachers of the CLE course, some findings are 

useful for the organisation that provides such courses or even for organisations that act as 
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quality assurance entities. It provides valuable information such as the optimum length of 

time a session should take or the ideal number of participants groups should consist of, or 

what types of materials should be invested in (specialised course/books, teacher training 

programmes, etc).  

Moreover, we always redirect our feedback findings to the sponsors of these CLE courses, 

which are the companies for which we organise the language courses. There were times when 

the company's expectations were not realistic, and students' feedback helped to readjust these 

expectations. 

 

Finally, we will try to describe a practical example of how we, as language courses 

organisers, used the feedback results and implemented them in the development of the 

English language courses. We were asked to organise specialized English courses for 53 

employees who were working in the human resource domain within a company that was 

outsourcing human resource services for a world corporation. Based on their initial language 

level test and the company's wish to form large groups (for reduced cost reasons) the 53 

employees were divided into 8 separate level groups, mostly with 10 - 12 people. When we 

did the needs analysis, we noticed that 70 % of the participants were call centre operators as 

direct recruiters (they mainly did call centre recruitment calls for people all over Europe) 

while the rest of the participants were human resource managers, or specialists that were 

dealing with recruiting processes, standardization, final stages of recruitment, etc., and were 

not working with direct calls). We somehow managed to build the course curriculum based 

on the joined needs of each group and we started the courses. After the 5th session, teachers 

did a feedback activity asking about how the course suited their needs and interests and found 

out that in groups where there were call centre operators mixed with human resource 

specialists, the negative feedback was represented by the “minority” representatives in that 

group because the course was following the majority group's needs and topics of interests. 

The students were not showing their dissatisfaction directly and some of them couldn't even 

identify what the problem was, but we figured it out from some of the answers given in the 

feedback. For example, out of 12 people in a learning group at least 5 answered with “none”  

or “very little” to the question “Based on your experience, how much do you feel you will be 

in any of the situations presented in the topics approached in class until now” and when the 

teachers discussed the problem during the feedback follow up discussion they found out how 

much the minority thought they were not using the things they were learning in class as 

opposed to the other 70 %  who benefited from the content of the courses and somehow 
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managed to move the focus on the problems they were dealing with.  The teachers tried to 

adjust the content of the course so that everyone was satisfied, but the mid-course feedback 

results were even more eloquent. This time, the participants answers were more specific as 

there was a clear distinction between their answers. Even if the questionnaires were 

distributed for each group separately, 75% of the answers clearly indicated the different areas 

of work as the main reason for each group's non-cohesion and low level of interest. That was 

when, based on the results of the feedback, we had discussions with the company's 

management and they finally understood the importance of tailoring these courses according 

to their employees’ needs. Because it would have been difficult to regroup the participants in 

the middle of the course as they still had another 6 sessions to go we decided to tell 

participants that they will be regrouped according to the departments they were working in 

starting with the following module. We told participants that we will use what was left of the 

course (the 6 sessions) as an opportunity to revise some of the basic structures and to 

reinforce their general English skills.        

 

In this case, the results of the feedback we had from CLE participants helped us to resolve a 

communication problem that occurred at the company level due to the fact that they 'd never 

been in a language training programme, didn't know what to expect and couldn't identify their 

own needs from the beginning. It also helped us as CLE courses organisers to learn how to 

use the information we got and who to direct the findings to.  

 

5. Conclusion: 

We have always used feedback as a valuable source of information as it shows us about how 

to adapt and what to change to the way we organise and teach our CLE courses. We take 

actions and adapt our language courses based on the reviews we get for our services and the 

opinion of each and every participant to our courses. Feedback should be regarded as 

mandatory in every language course training and should be gathered at all stages of the 

course, mainly because it is a continuous process which will be reflected in the quality of the 

services you are offering as a CLE course provider.    
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Appendix 1:  

On a scale of  1 (1 being “I don’t agree”) to 4 (4  being “I totally agree” please circle the 

right feedback answer :  

 

      1 – I don’t agree                                                                        4 – I totally agree 

1. The course in general  was:      

a. useful 1 2 3 4 

b. excellent 1 2 3 4 

c. a good mix between speaking, reading, writing and listening 

activities  

1 2 3 4 

2. The Course book  used during the course was:      

a. Appropriate 1 2 3 4 

b. With useful vocabulary themes   1 2 3 4 

c. Well-organized  (the right amount of grammar and 

vocabulary)  

1 2 3 4 

3. During the course I had the opportunity:  1 2 3 4 

a. To be able to speak during the classes  1 2 3 4 

b. To interact with other students   1 2 3 4 

c. To clarify some unknown issued regarding the language and 

its use  

1 2 3 4 

4. After finishing this course:      

a. I have much more confidence in my abilities to speak this 

language   

1 2 3 4 

b. I can actually speak more fluently  1 2 3 4 

5. The teacher of this course was:      
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a. Well-prepared for every course   1 2 3 4 

b. Answered every question I has referring to the course and 

studied language    

1 2 3 4 

c. Facilitated the communication between me and my 

colleagues  

1 2 3 4 
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GHOTI PROFESSIONAL ENGLISH: CHAPTER 3 

1. Client satisfaction and its importance in the CLE market: 

Meeting the expectations of CLE clients, and the students participating in such courses, is of 

paramount importance in successfully achieving the delivery of a promised service. 

Adequately measuring the satisfaction of both client and student is, therefore, of great 

importance to both the language school delivering the promised service, to the client that has 

invested financial resources into language courses, and to the students that have devoted their 

time and energy into achieving results that will improve both their job satisfaction and skill 

set. A proper assessment of their satisfaction is, therefore, of utmost importance.  

The frequency of assessing client satisfaction will vary depending on the CLE client and 

course, but GHOTI provides three possibilities that can either be done exclusively or in 

conjunction with the others: A) Periodic, B) Mid-point, C) End of Unit-Block. Ensuring that 

clients are satisfied throughout the course provides the possibility of making immediate 

changes, should they be necessary, and avoids situations where dissatisfaction in the delivery 

of a course are not allowed to compound and go unnoticed until a final assessment. GHOTI 

considers it absolutely essential that CLE clients have their concerns addressed as they occur 

to ensure the best possible outcome for achieving the stated goals of the course. 

 

2. What methods are used to gather this data: 

Measuring the satisfaction of students participating in CLE courses and the CLE clients 

themselves is necessary in order to adequately address any issues associated with the delivery 

of a course. 

Determining a student assessment method is dependent on several factors, including the 

students’ language level, the frequency (is it a periodic task-based assessment or an End of 

Unit-Block assessment), and the language competency being assessed. Once these factors 

have been considered, GHOTI utilizes one of two methods: A) Quantitative Assessment, and 

B) Qualitative Assessment. 

A) Quantitative Assessment: assessment of student progress that includes tests 

(multiple choice, true/false, gap filling exercises, etc.), completion of homework 

exercises, and fulfilment of basic tasks that can be marked. 
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B) Qualitative Assessment: assessment of student progress that often presents open-

ended questions, such as interviews, task-based roleplays, observations, and open 

writing exercises. 

In general, Quantitative Assessment is often utilized for lower level students (A1 - weak B1) 

while Qualitative Assessment is often utilized for higher level students (strong B1 - C2) since 

the complexity of language skills (reading, writing and listening tasks), as outlined in the 

“CEFRL Self-Assessment Statements”28, increases and becomes more nuanced the higher the 

level. Once an assessment of students participating in a CLE course has been completed, and 

their results measured against the initial expectations and goals of the course, the CLE client 

can be approached with measurable results.  

A similar approach is used to assess whether a client’s expectations are being met or not, and 

if they see the course as fulfilling its stated purpose. A mid-point assessment is conducted by 

phone or email to collect qualitative data by means of a short questionnaire. At the end of the 

unit-block a second assessment is conducted, again collecting qualitative data, through an 

interview with the CLE client. In addition to this, questionnaires collecting quantitative 

feedback are filled out by the participating students and by the CLE client. Students are asked 

to anonymously fill out a questionnaire comprised of five questions, each rated accordingly: 

Strongly Agree-1, Agree-2, No Opinion-3, Disagree-4, Strongly Disagree-5. 

CLE Student Questionnaire: 

1. The course met its intended purpose. 

2. The teacher was professional and effective. 

3. The course material was applicable and engaging. 

4. My language skills improved in line with the course goals. 

5. I would like to continue with the course. 

The CLE client is also asked to fill out a questionnaire comprised of five questions, rated 

accordingly: Strongly Agree-1, Agree-2, No Opinion-3, Disagree-4, Strongly Disagree-5. 

CLE Client Questionnaire: 

1. The course met its intended purpose. 

2. The students gave positive feedback on the teacher. 

                                                             
28 CEFRL, Appendix C: The DIALANG Scales, pages 226 – 243. 



81 
 

3. The students gave positive feedback on the course material. 

4. GHOTI addressed all our concerns. 

5. We would like to continue with the course. 

Any other concerns, brought up in interviews and consultation with the client and the 

students, are addressed before the beginning of any subsequent course conducted with the 

client. 

 

3. How can CLE providers use the feedback on customer satisfaction: 

Customer feedback, in any business, is key to ensuring that the promised service or product 

has been effectively delivered and provides valuable insights in to how a service or product 

can be improved. In the delivery of language courses, which requires constant and direct 

interaction between the service provider and the customer, feedback on satisfaction becomes 

even more essential.  

Frequent feedback ensures that a course is being delivered within the initial parameters 

established. As every hour of class time is valuable in achieving the set language goals, initial 

feedback on the teacher’s performance, the material used, and the relevance of the language 

lessons, is necessary if changes are to be made early enough for the course to run smoothly. 

Additionally, frequent feedback allows the course to be altered or adapted depending on the 

changing expectations of the CLE client. If courses are run with a revolving door of different 

students in attendance, constant feedback allows GHOTI to meet their ever-changing needs 

as well. Without such early and constant feedback, entire courses might be run with deeply 

dissatisfied students or directionless lesson plans. 

All customer satisfaction feedback provides a further benefit to GHOTI. In addition to 

providing insights for making changes to the delivery of a specific course from which the 

feedback has been gathered, it allows GHOTI to implement overall structural changes in how 

courses are organized, how initial goals are established, what materials are most effective, 

and what improvements in teaching methods or training are required.  

 

4. Practical examples where you implemented the results of customer satisfaction 

feedback into the future organisation and delivery of a CLE course: 
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The results of all questionnaires given to students, for the year 2016, has been collated in 

Table 1 (see Appendix). While the results of these student questionnaires can perhaps 

highlight areas for improvement or areas where GHOTI has been effective, the open-ended 

questions presented by the teacher to the students, collecting qualitative data, are often 

specific to an individual class and can therefore be used to greatly improve any aspects of that 

course. Additionally, these findings, in conjunction with the assessment of other courses, can 

be used to adapt and adjust the overall approach of GHOTI language courses by meeting 

potential expectations and shortcomings before they emerge in a class room setting. 

The results of all questionnaires give to clients, for the year 2016, has been collated in Table 

2 (see Appendix). These results, as with the results of the student questionnaires, can 

highlight areas for improvement but it is often the one-on-one correspondence, through email, 

phone calls or meetings, that provides GHOTI with qualitative responses and concerns that 

can then be immediately addressed and applied to that client specifically or to GHOTI’s 

complete client base. 

 

5. Conclusion: 

The collection of both quantitative and qualitative data throughout a course allows GHOTI to 

continuously measure whether the goals and expectations of that course, established at initial 

meetings, are being met. The frequency of assessment can be adapted to clients individually, 

and the assessment of students allows trainers to adjust either their approach or the course 

material to ensure that initial targets are met. End of course questionnaires filled out by 

students and the CLE client gives GHOTI a quick insight into how to quickly improve both 

the training and the service provided, and the qualitative information gathered from direct 

interviews can be used in setting up additional courses that fulfil the expectations of CLE 

clients and students alike.  
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APPENDIX: 

 

Table 1: Strongly Agree-1, Agree-2, No Opinion-3, Disagree-4, Strongly Disagree-5. 

Student Question 

 

Average Result 1 – 5 

The course met its intended purpose: 

 

2.1 

The teacher was professional and effective: 

 

1.5 

The course material was applicable and engaging: 

 

2.7 

My language skills improved in line with the course goals: 

 

2.1 

I would like to continue with the course: 

 

1.3 

 

Table 2: Strongly Agree-1, Agree-2, No Opinion-3, Disagree-4, Strongly Disagree-5. 

Client Question 

 

Average Result 1-5 

The course met its intended purpose: 1.7 

 

The students gave positive feedback on the teacher: 1.9 

 

The students gave positive feedback on the course material: 2.1 

 

GHOTI addressed all our concerns: 1.8 

 

We would like to continue with the course: 2. 
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NISTA LANGUAGE CENTRE: CHAPTER 3 

1. Client satisfaction and its importance on the CLE market 

Measuring customer satisfaction has become standard procedure for modern-day language 
services. Not only is it important to measure customer satisfaction in order to identify areas of 
improvement to be implemented in future courses, it is important to demonstrate to client 
companies that a language service is actively interested in meeting their needs even after 
payment for a course is made. Key methods for measuring the level of satisfaction with a 
language course is an on-going and / or final assessment of participants, and an active 
communication with the customer. Meeting the clients' wishes and needs with the syllabus of 
the language program for Nista Language Centre is essential. We consider a course 
successful when it meets or surpasses customer expectations.  

The most important metric for measuring success in a course is comparing initial 
expectations with the level of satisfaction in the actually received service. Companies that 
engage language professionals have a range of ideas about what they wish to achieve. While 
certain objective things like language improvement can be measured, overall customer 
satisfaction is always to some extent subjective, i.e. an emotional response to the rendered 
services and a matter of perception. Perceptions about teachers, the appearance of the school 
and classrooms, teaching materials, the organization of the course and more are always a 
matter of subjective judgment, so we have to handle such data very carefully.  

 

2. What methods are used to gather this data?   

An important method we use to gather feedback is to carry out a personal interview with the 
client company's management, which is usually the buyer of the service. We also gauge the 
satisfaction of course participants to determine how well the course met individual needs and 
expectations. One method we use is the 'white sheet of paper': Student satisfaction is assessed 
by handing out white paper sheets to the participants at the beginning of the course, on which 
they write their wishes and expectations. Students are asked to relate what they want to learn, 
what they want to improve, and why they need it (for their jobs, for personal reasons, etc.) In 
response, the teacher posts the course syllabus, which participants know is constructed in part 
based on their own responses, on the walls in the classroom. Course goals derived from the 
students' own expectations are regularly ticked, showing students that an active effort is being 
made to meet their needs. In this way, course effectiveness is being constantly re-evaluated. 
Students can always see the goals achieved during the course and ascertain appropriate 
investment of their time and money. 

As stated, assessing customer satisfaction is an on-going process. It affects the way a course 
unfolds (fluid syllabus). One method that we use to assess customer satisfaction is monitoring 
social media. Today customer feedback routinely takes the form of comments and reviews on 
social media. We find that if customers are satisfied, they will gladly like and follow Nista 
Language Centre’s Facebook page. They will leave positive reviews and otherwise engage in 
spreading the word about their positive experience. The same applies when course 
participants have negative feelings. If a customer is disappointed, he or she will very often 
share the negative experience on social media.  
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Just as every contemporary Business English course is tailored to meet specific company 
needs, as well as the needs of individual participants, there is no 'one size fits all 
questionnaire' which should be used in all cases. In light of this, one method we employ is to 
adapt a basic model of questionnaire (see Appendix 1) for each company and each situation. 
These questionnaires are presented online using Google forms and course participants receive 
links via e-mail. We sometimes ask students to fill in the feedback in class towards the end of 
the course. We have found that some students prefer to do it in class and some online. We 
also try with our feedback to understand not only if the clients were satisfied with the course 
itself (materials, teacher rapport, venue, timetable, etc.) but also if they feel they have 
improved their skills and language knowledge (see Appendix 2). We also ask teachers to 
complete a similar report to see if students are being realistic with their self-assessment. We 
believe that if a student who feels they have learnt and improved their skills will also be a 
satisfied client. The current response rate on questionnaires is 88%.  

In general, if at the end of the course, both the company management and individual course 
participants feel happy having completed the course, and feel that in general the course met 
or exceeded their expectations, this meets our definition of 'satisfied'. If they are unhappy or 
disappointed with the course, then customer satisfaction was not achieved. 

At Nista Language Centre we also go one step further. We use another method to assess 
overall customer satisfaction by further applying the following criteria: 

• How many customers decide for a direct continuation with the course at the Nista Language 
Centre (student retention), 

• How many customers are willing to refer new customers to Nista Language Centre, 

• How many customers actually do refer new customers to Nista Language Centre.  

 

3. How can CLE providers use the feedback on customer satisfaction? 

Over the past five years we have begun to collect some common findings from CLE feedback 
either before, during or after the course. Here are some examples that have considerably 
helped us in trying to deliver a service that meets clients’ satisfaction.  

- When low level groups want to book a business/specialized course their level is too low to 
be learning specialized vocabulary. Some clients are not interested in a general language 
course, though. We have, therefore, created courses that include a combination of both 
elements for lower levels. In this way, we can keep clients satisfied because they are 
receiving the training they had hoped for. One course we offered was: General English with a 
focus on business writing.  

 - 90% of the courses feedback shows the correct use of study material. The participants are 
satisfied with the student's books and with the additional material. The extra exercises and the 
use of audio-visual tools prove to be very effective. 
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- 10% of the courses feedback from lower level groups complained about the fact that the 
teacher was only using the target language. It is a problem that sometimes appears in lower 
level groups when the teacher has to explain new vocabulary and the participants find it 
difficult to understand. 

 

4. Practical examples where you implemented the results of the customer satisfaction 
feedback into the future organisation and delivery of a CLE course 

Customers need to know that we read their feedback and consider them. Changes are a key 
indicator that we take complaints or praises very seriously and we care for clients’ opinions. 
In order to prove to our clients that we care about their demands, we always respond to their 
reviews. These are two of some of the examples which we have experienced over the past 
two years when we made changes based on clients’ feedback and needs:   

Example one:  

The needs analysis gave different information from what the participants (employees) 
actually needed. In this particular case, the needs analysis was done only with the course 
sponsors. Once the participants explained their needs through the course, the curriculum was 
changed accordingly. We now consider both accordingly. This is why we have different 
questionnaires for sponsors and participants.  

Example two: 

After starting a regular specialized language course, the participants requested more speaking 
practice. After more focus was given to communication, the participants received the training 
they needed and the whole course was eventually changed into a conversation course. 

 

5. Conclusion 

If we want to measure the success or effectiveness of a course, we can rely on agreed upon 
standards of what will be considered success. One can refer to measured progress on the 
European scale of language, or the ability to communicate smoothly in one’s field of work, or 
learning the technical vocabulary in a short period of time, along with other forms of more 
objective criteria. But the objective success of a course in terms of language ability is only 
one aspect of customer satisfaction. Customer satisfaction is subjective. Yet while it is 
subjective, it has the strongest bearing on whether a company client and individual 
participants will continue in future courses. For this reason, it is of paramount importance to 
assess customer satisfaction using an ensemble of methods, in order to develop as clear a 
picture as possible of customer perceptions.  
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Appendix 1 
 
• Name and Surname:  

• Course type:  

• Course level:  

• Where did you find out about Nista Language Centre? (newspaper, radio, internet, 
friends …)  

• Why did you choose Nista Language Centre?  

• How would you mark our admission and transmission of the information at Nista 
Language Centre? 

• Do you have any advice for us?  

• Were you satisfied with the course? 

• Does our description of the course over the phone or on our website correspond to 
the course you attended? 

• Did you like the course (methods, emphasis on the conversation/grammar, size of 
the groups, professionalism and kindness of the teachers…). How would you grade 
it? 

•  
• How would you grade the work of our teachers? (Kindness, professionalism, 
preparations for the lessons)? 

• How would you grade the materials used in class? 

How would you grade the use of the online program Nista Assistant? 

• How would you grade your progress? 

• How would you describe the course in a few sentences (teachers, staff, school, 
classmates, gained knowledge …)? 

 • Do you allow us to publish your comment with your name written bellow? 

• May we send your e-mail address to our clients that would like to receive a first-
hand feedback? 
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Appendix 2 
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CHAPTER 4:  

WHAT CURRICULUM IS USED IN CLE COURSES AND IN WHAT WAYS IS 
IT DIFFERENT FROM THE CURRICULUM USED IN GENERAL LANGUAGE 

COURSES? 

 

 

Chapter Summary: 

 

Making a clear distinction in the educational needs of CLE courses and general language 

courses has been central in the answers provided by the participating institutions to this 

question. These differences, in the language needs of these courses, naturally affects the 

curriculum and teaching methods employed in their delivery.  

One major difference between CLE and general language courses is that corporate courses 

are very often focused on specific needs in addition to general language advancement. The 

CEFRL guidelines, used for general language courses, do not, therefore always apply. Nor do 

the time recommendations provided by the CEFRL for language advancement. The need for a 

customized curriculum directly based on specific corporate needs is therefore required. 

In creating customized curriculums for CLE courses, the participating institutions have 

employed a number of methods. Detailed discussions with the HR departments of clients or 

the students themselves must precede any delivery of the course. The collection of secondary 

materials that relate to the requested content must be prepared. And a continuous monitoring 

of the effectiveness of the curriculum must be done, along with its modification where 

necessary. 
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ANTENER: CHAPTER 4 

 

1. Introduction 

There are a lot of differences between a general language course and CLE course both in 

terms of curriculum and the methods of teaching. 

Designing a corporate course is based on the information we gathered during the needs 

analysis and placement tests.  Aims and objectives must be set, as the corporate partners want 

to know what the elements of learning are, so that they can understand the outcomes of the 

course better.  Most often these courses are strongly business-oriented as the final aim of 

these courses is to maximize the profit of the company who sponsors their employees’ 

language training.  

General English courses however are designed to improve all language skills such as 

speaking, listening, reading and writing skills as well as vocabulary, grammar and 

pronunciation; and they match to the internationally recognised Common European 

Framework of Reference (CEFR). 

 

2. The curriculum used in general language courses:  

The overall aim of a General English course is to help students step further on the CEFR 

scale (defined in six Common Reference Levels: A1, A2, B1, B2, C1, C2) which is based on 

the following language activities: reception (listening and reading), production (spoken and 

written), interaction (spoken and written), and mediation (translating and interpreting)29 

 

At Antener General English courses usually follow a standard structural syllabus which is 

based on ready-made materials, usually course books. Despite having considerable debate on 

the role of course books in a language courses, we found that using a course book helps   

i.)  To standardise the process which is essential if the courses are licenced; 

ii.)   if intervention is necessary (e.g. to change the teacher) as it can be done easily   

without changes in the quality of the materials ; 

                                                             
29 https://en.wikipedia.org/wiki/Common_European_Framework_of_Reference_for_Languages 
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iii.)   as learners usually wish to follow a course book as it gives them a guideline and 

they find it easier to track their own improvement;  

iv.)  experienced teachers are responsible for creating the content of these books 

which is a guarantee for quality; 

v.)  these course books are used all over the world which also guarantees quality 

There are thousands of different teaching publications available, and, though we encourage 

our teachers to find the ones which best fit the needs and aims of their learners, in the 

majority of these courses they use the English File (previously New English File) series. By 

using course books flexibility for our teachers is still given in how they present the material, 

and how they fit it to the interest and the level of the learners. Besides, additional materials 

are to be used such as game-like challenges, different activities and extra practices.  

Homework is assigned to aid and complement the activities done during a lesson from either 

a workbook that accompanies the course book or it can be designed by the teacher according 

to the needs of the students.  

A part of an example General English curriculum  

(Level B1; based on Oxeden, Latham-Koening: New English File Intermediate, OUP) 

File (Unit) 3: 30 hrs 

Unit aims 

The grammatical focus is on modal verbs of obligations; deduction or certainty and presents of can, 
could and be able to express ability and possibility. By the end of this unit, Students should have the 
clear understanding of how the common modal verbs work in English and when and how to use them. 

Syllabus & 
vocabulary 

Grammar Reading Writing Speaking/listening 

 
A: Modern 
manners- mobile 
phones 
 
B: Judging by 
appearances – 
describing people 
 
 
C: Success and 
failure,  
-ed / -ing 
adjectives 
 
See Vocabulary 
Bank, 
SB pgs 149  

 
Must, have to, 
should 
(obligations) 
 
Must, may, 
might, can’t  
(deduction) 
 
 
Can, could, be 
able to (ability 
and possibility) 

 
Culture shock 
(reading for gist, 
T/F) 
 
Do I really look 
like this?  
(WH pre-and 
after reading 
questions) 
 
Never give up 
(pair work, chart 
completion) 
 
 

 
An informal letter 
(thank you letter) 
 
- ordering 

sentences 
- punctuation 
- raising 

awareness of 
formalities 

- model ‘thank 
you letter’ 

- checking the 
written task 

Speaking: 
Talking about mobile 
phones and manners 
Matching people and 
their jobs 
Talking about abilities 
 
Listening 
Politeness and the 
English 
Radio interview 
Learning new skills – a 
psychologist talks 
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Revise and Check 3: grammar, vocabulary, pronunciation, reading (multiple choice), listening (multiple 
choice, completion), self-check 

Quicktest 3 

Grammar test 3 

TB end of the File 3 tests A and B group (Word or pdf file) 

Song 3 – You can get it if you really want 

Practical English – directions 

Communicative activities – optional (pgs 179-181), vocabulary game – Pictionary (199) 

Study Link – MultiROM 

 

3. The curriculum used in CLE courses:  

CLE courses are about meeting the needs of the learners and the companies; therefore it is 

very rare that a course book can do this completely successfully without any additional 

material, or without being adapted in some ways to the actual course.  Though Business 

English course books sometimes are used as supplementary materials for CLE courses, we 

tailor-made the corporate courses by the help of the learners, our own teachers, and the HR 

organization. 

One method to tailor-made a course is to use the learners as a resource. It means that we can 

develop the content of the course by an informal discussion/needs analysis to find out more 

about them, their jobs, company, personal aims, etc. We can ask learners to role-play real 

situations from their workplaces (meetings, telephone calls, negotiations, complaints etc.), 

which is followed by a discussion about the topic, collecting the key phrases, discussing the 

relevant grammatical issues. We also ask them and their HR to provide materials such as 

letters, reports, e-mails, company catalogues, proposals, presentations etc.  This way, the 

learner is personally involved in creating the lessons; they are the ones who can form the 

content of the lessons, while the teacher is the (language) expert. This kind of active-learning 

process is highly learner-centred, which works very well in corporate environment.  

At Antener we have a huge collection of materials which can easily be adapted to suit a 

particular client or group. The advantage of making our own materials is that these can be 

much more specific, but, on the other hand, it can be very time-consuming to prepare them.  
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Another method we use for creating tailor-made courses is to use authentic materials, texts, 

podcasts, videos, which are not produced specifically for classroom use. These are newspaper 

articles, recordings of presentations or conversations made in real-life circumstances.  

Learners can easily relate to these materials and ideally situations should be created in the 

same way as the learners might experience them in a real life situation. Using business news 

reports or interviews are very good ways to focus on a specific language or vocabulary.  

A part of an example Corporate course curriculum  

Discussion Texts Language work Skills Case study 

Communication 
Discussion: 
What makes a good 
communicator?  

Reading: 
Communications 
problems 
Listening: An 
interview with a 
communications 
expert  

Words to describe 
good and bad 
communicators 
Idioms  

Problem solving 
on the phone  

Creating a sense of 
identity: Improve 
communi- 
cations in a global 
company 
Writing: memo  

Building 
Relationship 
Discussion: 
Discuss business 
relationships and 
do a quiz  

Reading: Relationship 
marketing 
Listening: Interviews 
with people 
promoting business 
relations  

Words to describe 
relations 
Multi-word verbs  

Networking  Getting to know you: 
Discuss ways to promote 
customer loyalty 
 

 

Writing: sales letter  

Success 
Discussion:  
Defining success 
Learning from 
mistakes  

Reading: Mobile 
phones- Financial 
Times 
Listening: An 
interview with a 
management expert  

Prefixes 
Present and past 
tenses  

Negotiating  Camden FC: Negotiate a 
sponsorship deal for a 
football team 
Writing: press release or 
letter  

 

4. Comparison of the curriculum used in general language courses and CLE courses:  

As stated above, overall general language courses usually have set standards in their 

curriculum whereas business English courses need a more personalized design. Although in 

terms of flexibility both GE and CLE courses can be easily modified according to the needs 

of the group. There is space for tailor-made materials in both cases although in GE courses 

there are certain requirements that the course designer needs to meet such as those of the 

CEFR. Flexibility does not only depend on the teacher but also on the participants of the 

course, some students prefer to see more printed/course-book like materials as they feel their 
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improvement is more trackable, but there are other students who define their improvement by 

being able to communicate in the target language as much as possible. 

The major differences in their curriculums are that a GE curriculum is basically skills and 

topic based. It focuses on subjects related to culture, literature and everyday life topics and 

situations whereas a CLE curriculum consists of a more specific content relating to a specific 

area or industry. CLE courses focus on such areas as telephoning, business writing, 

presentations, meetings, negotiations. The overall objective of these courses is to improve 

performance, thus we need to help students develop skills needed for the given situation, with 

the appropriate vocabulary and grammatical structures. 

There is a great variety of learning materials and objectives that can be used both in case of 

developing a general as well as a business curriculum. There is no limit in incorporating any 

new learning materials in any these two types of curricula. Besides of course the different 

nature of the learning material none of these have any limitations when it comes to using 

different learning materials, they can vary from paper-based course book like materials to all 

kinds of authentic materials depending on the needs of the given group of students. 

 

5. Conclusion 

As a summary we can state that it is important to define at the very beginning of designing a 

course what the goal of our students are. Is it going to be more a general English type of 

course with the goal of advancing in CEFR level or is it going to be more business focused 

course which needs to be individually designed for the participants taking into account their 

need of using English language in different situations in their working environment. Whether 

our curriculum is based on a course book or it is more a tailor-made course especially 

designed for that given group of students it is very important to be flexible and be able to 

adapt and modify your curriculum according to the needs of your students. 
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APPENDIX 

 

Annex 1. Skills, Functions and Structures in Corporate Language Training 

 
Telephoning 
 

SKILLS TRAINING LANGUAGE TRAINING 

Function Structure Some of the Vocabulary 
Getting through Greeting; 

Requesting; 
Introducing self; 
Checking identity; 
Stating purpose of a 
call; 
Receiving phone 
calls; 
Stating the subject; 
Referring to 
previous 
communication; 

Verb tenses 
Connectors 
Questions 
Prepositions  
Spelling 
Numbers 
Etc. 

Expressions used on the 
telephone expressing 
appropriacy of greetings, 
based on familiarity and 
cultural background; 
e.g. Caller, dial, exchange, 
hold the line… 
Vocabulary expressing: 
appropriacy: “This is…”vs 
“I am…”; 
“Is that..?” vs “Are you..?” 
politeness: “Could I speak 
to..?” vs “Give me…” 

Taking/leaving 
messages; 
Leaving messages on 
an answering machine; 

Offering 
information; 
 Asking for 
information; 

Numbers 
Spelling 
Pronunciation 
Pace 

“Who is calling, please?” 
vs “ Who’s that?” 
“Will you spell your name, 
please” vs “Say your 
name in letters”, etc 

Making appointments; 
 
Making an enquiry; 

Accepting 
Declining 
Confirming 

Questions; 
Tag questions; 
Statement questions; 
Time prepositions; 
Adverbs; 
Time clauses; 

“Would you please let us 
know…” 
“Please, phone…” 
“Could we arrange a 
meeting next Friday?” etc. 
 

Exchanging 
information 

Clarifying; 
Repeating; 
Rephrasing; 
Requesting; 
Explaining. 

Verb tenses; 
Modal verbs; 

Could you repeat that 
please? 
Can you give me the 
information about my 
accommodation? 

Making complaints Stating 
dissatisfaction; 
Apologizing; 
Requesting; 
Demanding; 
Promising. 

Verb tenses; 
Modal verbs; 
 Conditionals; 
Etc. 

“We are concerned 
that…” 
“Yet again we have to 
remind you…” 
“We will give this matter 
our immediate attention” 

Finishing the call Confirming; 
Checking; 
Negotiating the end 
of a call; 
Thanking; 

Stress 
and intonation 

“It’s very kind of you…” It 
was nice talking to you. 
Thanks very much for 
your help. We look 
forward to hearing from 
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Saying good-bye; you. Bye for now. 
 

Presentation 
 

SKILLS TRAINING LANGUAGE TRAINING 

Function Structure Some of the Vocabulary 

The content matter of 
the introduction: 

 

 

 

Organizing the 
message; 

 

 

Relationship building 
with the audience; 

 

 

 

 

 

 

Signaling intentions; 

 

 

Emphasizing 
important parts; 

 

Opening courtesy; 

Greetings; 

 

Describing structure; 

 

Referring to time policy; 

 

Referring to question 
policy; 

 

Expressing intentions; 

 

Getting attention; 

 

 

 

Stating that you want to 
speak / continue the talk; 

 

Introducing the topic; 

 

Stating purpose; 

 

Stating aims / objectives; 

Verb tenses; 

 

Connectors; 

 

Will / going to; 

 

Ladies and gentlemen… 
First I’ll give you some 
background about and 
then I’ll… 

Consists of; 

Divided into; 

Whole; 

Parts… 

My presentation will last 
for about 20 minutes; 

If you have any questions 
please ask them at the 
end of my presentation. 

 

  

Using appropriate 
vocabulary to be polite, 
avoid offence, create a 
friendly atmosphere and 
friendly rapport with the 
audience. 

I am going to talk to you 
about… 

 

I am sorry, can I have a 
word? 

I have a point to raise… 

I’d like to continue… 

The subject of my 
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 presentation is… 

I’d like to explain the 
background… 

I want to suggest some 
solutions… 

The aim of my 
presentation is… 

The content matter of 
the main body: 

 

Organizing the 
message; 

 

 

 

 

 

 

Emphasizing 
important points; 

 

 

 

 

 

 

 

 

 

 

 

Moving to a new topic; 
 
 
Postponing; 
Digressing; 
Identifying 
reasons/problems/results 
Making boundaries 
 
 
 
 
Referring to what went 
before or comes later; 
Linking and showing the 
relationship between the 
ideas; 
 
Making new / given 
information; 
Identifying the important 
points; 
 
 
 
 
 
 
Expressing intentions; 
 
 
Describing process; 
Expressing time; 
Expressing condition; 
Describing location, 
movement, 
direction; 
Describing changes / 
trends; 
Focus on the cause of the 
change or the reason for 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
Connectors, 
Cohesive devices, 
When- type clauses; 
 
 
Explicit statements; 
Use of intensifiers; 
Word order; 
 
 
 
Will / going to… 
 
 
Present tenses, 
Active /Passive 
Voice ; 
Sequence markers; 
Verb tenses; 
Adverbials; 
Time prepositions; 
Conditionals; 
Comparison; 
Grammatical forms 
“-er ,-est” 
Less, the least; 
more, the most; 

Let’s move on to the next 
point of my presentation. 
I’ll come back to that 
later… 
To digress with… 
The reason is… 
Let me explain what 
happened… 
“Right, OK,”  
 Proper use of pauses, 
stress,  
intonation. 
As I said… 
The above mentioned… 
Next, then, after, as a 
result, for example; 
 
 
Stress, intonation; Giving 
definitions; 
It is an important point… 
Really, absolutely, 
definitely, 
What is important is… 
It is the cost which is 
important… 
 
 
 
 
 
 
 
 
 
 
Increase, decrease, fall, 
rise… 
 
 
 



98 
 

 

 

 

Signaling intentions/ 

Expressing ideas; 

 

change; 
Focus attention on 
benefits or problems 
which arose as a result of 
the change; 
Giving reasons; 
Expressing cause and 
effect; 
Expressing similarity and 
difference; 
 
Comparing and 
contrasting; 
 
 
Expressing possibility, 
probability and certainty. 
 

Not so .. as; as…as; 
Modal verbs; 
 Sentence 
connectors; 
Sentence 
construction. 

 
 
 
 
Because, due to, as a 
result of, therefore; 
 
The same as, 
Similar to, 
 Like / unlike; 
On the one hand; on the 
other hand; as opposed 
to; in contrast to… 
Could, may, might; 
It is likely that; 
We are likely to… 

The content matter of 
the conclusion. 

Summarizing; 
 
 
 
Introducing conclusion 

 To sum it up; 
Let’s summarize the main 
points; 
So to conclude… 
Vocabulary appropriate to 
organize the content of 
the conclusion. 

Rhetorical skills Putting forward ideas 
and views; 
Balancing arguments; 
Attracting attention; 
Drawing conclusions; 
Tactical questioning; 
Handling of questions; 
 

 A story, factual data, 
anecdote… 

Use of visual aids Referring to visuals; 
Referring to things 
outside the oral text; 

 As you can see…. 
It can be illustrated by the 
graph… 
This pie-chart 
demonstrates… 
 As … mentions… 

Body language   Students are taught what 
they can do and use, how 
they can behave, and 
what they could never do 
during the presentation.   

 

Meetings 

SKILLS TRAINING LANGUAGE TRAINING 

Function Structure Some of the vocabulary 
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Chairing skills: 
 
Controlling; 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Participating 

 

 

 

 

 

 

 

 

 

 

Opening the meeting; 
Nominating topics for 
discussion; 
Rejecting topics; 
 Asking people on the 
subject; 
Postponing a topic; 
Coming back to a topic; 
Referring to time 
boundaries; 
Summarizing; 
Restating; 
Rephrasing; 
Concluding; 
Closing the meeting; 
 
Negotiating procedures; 
 Setting out facts and 
figures; 
Expressing opinions; 
 Supporting an 
argument; 
Agreeing/disagreeing; 
Expressing reservation; 
 Adding new points; 
 Balancing new points 
of view; 
 Expressing advantages 
and disadvantages; 
Making suggestions; 
 Postponing; 
 Ignoring; 
 Interrupting; 
Clarifying 
 Rephrasing; 
Restating to make a 
point clear; 
 Checking; 
Motivating for various 
forms of feedback; 
( nodding the head, 
interjecting with 
“hmm”, “right”) 
Repeating; 
 Asking for 
explanations; 
Showing understanding 
Referring to time 
boundaries; 
Concluding; 
Confirming; 

Modal verbs; 

 

 Verb tenses; 

 

 Conditionals; 

 

 Connectors; 

 

 

 

 

 

 

 

 

 

 

 

Numerals; 

Question forms; 

Sequence connectors; 

Modal verbs; 

 Verb tenses; 

 Conditional forms; 

 

 

 

 

Clear and appropriate 
language to chair the 
meeting. 

Formality vs 
informality: “I declare 
this meeting open…” 

“Right, let’s get 
started.” 

Polite vs impolite 
forms; 

Neutral forms vs 
deviant forms; 

Because, therefore, 
thus, alternatively, 
moreover… 

 

 

 

 

Vocabulary necessary 
for putting forward 
arguments; 

Showing 
disagreement… 

Firstly, secondly, 
thirdly… finally, at last, 
then… 

 

Diplomacy vs 
forcefulness “Could I 
suggest …”” You 
must…” 

“I’m not sure, if I can 
go along with that.” 

That’s unacceptable, 
etc. 
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Co-operating; 

 

 

 

 

 

 

 

 

 

 

 

Question forms; 

Tag forms; 

Check questions; 

 Statements questions; 

  

 

 

 You need more time, is 
that right? 

I see, so what you 
mean is… 

  

Avoid specialist 
jargons, company –
specific terms, idioms, 
highly culture- bound 
language unless it’s 
familiar to everyone. 

Relationship building: 

 

Following rituals; 

 

 

 

 

 

 

  

Following routines; 

 

Welcoming; 
Introducing; 
Arranging small talk 
before a meeting; 
Formal thanks; 
 Saying goodbye; 
Calling attention; 
Signaling the start; 
 Giving background 
information; 
Starting purpose; 
 Inviting the speakers; 
Asking for explanations; 
Showing understanding; 

 Using appropriate 
language to be polite, 
avoid offences, create 
the right climate 

Listening    
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Rhetorical skills Putting forward views 
and ideas; 
 Balancing arguments; 
 Introducing ideas; 
 Attracting attention; 
Drawing conclusion; 

  

 

 

 

A story, factual data, 
anecdote… 

Body language    

Tactical moves Handling questions; 
 Tactical questioning; 

All types of questions  

 

Negotiations 

 

SKILLS 

TRAINING 

LANGUAGE TRAINING 

Function Structure Vocabulary 

In addition to the 
above mentioned 

  In addition to the 
above  

Relationship building, 
including cross- cultural 
considerations. 

Greeting / welcoming; 
Introducing; 
Arranging small talks 
before negotiations; 
Formal thanks; 
Gift giving procedure; 
Saying goodbye; 

 Using appropriate 
vocabulary to be polite, 
avoid offence, create 
good atmosphere and 
friendly rapport with 
the audience. 

Establishing ground. Introducing an idea; 
Setting up objectives; 
Agreeing objectives; 
Agreeing procedure; 
Identifying 
requirements; 
Attention getting; 
Interrupting; 
Opinion giving; 
Explaining; 
Requesting; 
Emphasizing / 
highlighting; 
 Reaching an 
agreement; 

 Using appropriate 
lexical means and 
grammatical forms to 
achieve tactical ends. 

Establishing options. Arguing / rejecting/ 
accepting; 

 Developing sufficiently 
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Putting forward 
options; 
Introducing different 
issues; 
  

good command to 
interact with clarity 
and precision. 

Bidding and offering. Suggesting / proposing; 
Clarifying/ confirming/ 
paraphrasing; 
Generating and 
evaluating options; 

 Developing sufficiently 
good command to 
interact with clarity 
and precision. 

Bargaining and stating 
conditions. 

Agreeing / disagreeing; 
Putting forward 
proposals; 
Reacting to proposals; 
Asking questions; 
Dealing with questions; 
Exchanging 
information; 
Discussing conditions 
and terms of a 
contract; 
Reacting to what other 
people have said; 
 
 

  

Formal summarizing 
and concluding. 

Generating; 
Summarizing; 
Concluding; 
 Closing the 
negotiation; 

  

Establishing 
agreement. 

Coming to an 
agreement using 
collaborative model of 
negotiation; 
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BRIDGE LANGUAGE STUDY HOUSE (BLSH): CHAPTER 4 

1. Introduction: 

The question refers to the problematic issues that teaching English in CLE courses has raised 

over the past years in a business world dominated by the use of this language and where 

standards and objectives are dictated by lack of time, practicality, and clear targets.  In such 

situations, English teachers are left with the quest of finding practical solutions that fit their 

clients' needs. 

 

Teaching general English has proven itself very straight-forward nowadays because of the 

huge research work that has been done in the field, starting with teaching methods, good 

course books, communicative teaching materials, teacher training skills and best practises in 

this field. However, when it comes to teaching English to companies as part of CLE courses, 

teachers need to adjust everything starting with the course content, course objectives, topics 

covered, teaching pace, extra homework, topics, skill training, and so on.    

 

2. The curriculum used in general language courses:  

For general courses it is very easy to set a curriculum based on the recommendations found in 

the Common European Framework of Reference for Languages, which is a framework 

published by the Council of Europe describing language learners abilities in terms of 

speaking, reading, listening and writing using six reference levels (A1, A2, B1, B2, C1 and 

C2). It is a descriptive scheme of indicators under the form of Can Do Statements that can be 

used as a tool for comparing levels of ability amongst learners of foreign languages and also 

to offer ‘a means to map the progress’ of learners. It is the most used tool at present because 

it provides teachers and course book writers standards that can be easily transformed into 

course objectives with attainable results. Teachers must use standards to ensure that students 

are learning what they should in terms of English language abilities at any given level.  

The majority of course books that are available on the market are all aligned with the levels 

used by this framework at the European level. We currently use New Cutting Edge books as 

we have found them most satisfying because of the content, and especially because they are 

based on a task based approach, but there are several other good options such as New Inside 

Out, Global, etc. The CEFRL recommends between 90 and 120 hours of study in order to 

reach the standards described for a particular level. For general English language courses 
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taught within Bridge Language Study House, we use these descriptors as main objectives for 

a course and we adapt the content of the course book we are using to reach these objectives at 

the end of each level.  

At Bridge Language Study House, we organise general English courses into 30-hour modules 

and we reach each level's objectives with three modules with the exception of the B1 level 

where we introduced an extra 3 modules of 30 hours each to cover the B1+ level which is not 

described in the initial scheme.  

However, these 90 hours per level are not enough to help students reach the course objectives 

set for each level. This is why we use the set of 90 hours as a minimum number of guided 

teaching hours and we strongly recommend an additional 30 hours of dedicated home study 

and homework. Homework is included in our curriculum because it includes additional 

practice activities or writing practice which would take too long to be done in class. 60 % of 

the homework content is usually mandatory (activities where students need to put into 

practice what they learned during class) while the rest is optional (supplementary exercises 

from the workbook).  

Although we have designed a curriculum for each level for the general English courses we 

provide, teachers use only 80% of the proposed content because many times they need to 

adapt it to their students’ needs and the feedback they constantly receive. For example, if 

there is a unit where the topic of fashion is covered and the majority in the class is 

represented by men, teachers need to change the topic to give students the chance to immerse 

in the topic but keep the grammar structures that need to be covered.  

 

3. The curriculum used in CLE Courses:  

It is very difficult to build a curriculum for the company courses we cater for, because it all 

depends on what objectives are set for each particular course.  That is also why these types of 

courses go under the category – English for Specific Purposes and can vary from English for 

Administration, Technical English, English for Negotiations, English for Presentation and the 

list can continue. People tend to use the term of Business English, but this is a rather general 

term and it is often the case when clients don’t need all the skills taught during such a course.  

Usually, we need to adapt the curriculum of CLE courses based only on the information they 

provide us at the beginning of the course and that refers only to the topics the participants 

want to be covered and the type of vocabulary they wish to learn. Teachers must be very 
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careful to include some standard in their curriculum design because otherwise it would be 

only a vocabulary training programme and not a language acquisition course.  

Vocabulary can be part of the CLE courses objectives, but also using correct grammar 

structures should be included or acquiring language fluency for each level. For this, teachers 

need to take into account the participants needs  and link these somehow to the standards 

used by the CEFRL for each level when they design the curriculum for a future course.  

Whenever teachers are assigned with a new company course there are some essential steps 

they need to follow that will help them a great deal in setting up a syllabus for the course they 

are about to teach: first they do a needs analysis with the future participants that will help 

them setting the course general objectives and to choose the course book they want to follow, 

although most times they decide not to follow a course book because it wouldn’t be used very 

efficiently if the topics they need to cover are very specific. Next step is for the teacher to 

align the desired content – meaning vocabulary and attainable communication skills to the 

specific language abilities and skills students should have at that level.  

This is a very important step as we experienced situations when CLE course participants 

pressured teachers to teach business or technical vocabulary throughout the course and their 

use of vocabulary developed significantly while they didn’t improve their language skills 

because this implies a correct use of grammar, complex sentences, etc.   Students ended up 

being very good with the business terms they had to use but they lacked fluency because they 

neglected the general aspects of the language.  

There are situations where the participants to our CLE courses come from different 

departments of a company and their main aim is to improve their use of English in general.  

However, it is still the case where we need to adjust the content of the course to a more 

business or corporate field and for these types of courses we have Business English Curricula 

(A1, A2, B1, B1+, B2) that are already set up and can be used by any teacher assigned with 

such a course.  This curriculum is designed for general corporate language courses where the 

participants don’t have any specific objectives but they wish to explore the world of business 

vocabulary. 

In terms of the number of hours used to deliver CLE courses we use the same structure as in 

general English courses, 30 hour modules in groups of 3 modules for each level. However 

due to the lack of time or interest we 've experienced situations where we needed to extend 

the modules with 5 or max 10 hours because many of our CLE participants do not wish or 

don't dedicate enough time for extra work or homework.    
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4. Comparison of the curriculum used in general language courses and CLE courses:  

When it comes to compare the two types of curriculum used in our language classes the 

major difference stands in the degree with which the content of the course is flexible and 

adapted to the students’ needs and requirements.  

Company courses are very challenging and demanding for the language provider because 

their objectives, goals, content and methods of delivery have to be adapted to the world of 

work and to the participants needs. Therefore there isn't a curriculum that is similar to another 

one in terms of its content, but rather similar in how they can be personalized and adapted. 

In terms of similarity, the majority of our language courses for corporate clients are language 

courses adapted to CEFRL levels and are not simply training programs for a specific type of 

vocabulary or skills. Therefore we must follow some standards that are set for each level 

which make these CLE courses similar in structure with the general English ones.  We simply 

must follow these standards because it gives everyone clear measurable goals that go from 

one level to the other. Because 80 % of our corporate clients study with us on long term we 

need to use these standards as a scale for the continuation of the courses.  

Another major difference between the two types of curriculum is the topics that are covered 

in the general English courses and CLE courses. General English courses cover topics of 

general interest such as family, home, holiday, food, etc while in CLE courses there is 

demand to cover specific topics, usually from the company's working domain. Also there are 

some specific skills that need to be developed during CLE language training programme such 

as presentation skills or negotiations that require learning and acquiring specific vocabulary.   

However, using Work English specific course books as core material for CLE courses has 

proved impractical for us because the needs of each company course are very different in 

terms of the topics the participants want to be covered and the skills they need to learn. For 

example in a company where we teach approximately 120 employees, the needs for the use of 

English differ very much because many of the participants work in different areas of work or 

departments. We teach engineers, call center operators, technical back end operators, 

managers and sales people within the same company so we need to adapt the content of each 

course according to their main activity.  

Also the teaching contexts are very different too in general English curriculum compared 

with the CLE curriculum, meaning that the background and the context teachers teach the 
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language structures are tailor made as you can see in the comparison between example A and 

B below:  

Example A:  

TOPIC 
(per session) 

AIMS OF THE 
SESSION 

GRAMMAR VOCABULARY  SPECIFIC  SKILLS 
WORK 

Your World 
(Unit 1, page 
6 – 9) 

 

 

to ask and answer 
questions and 
exchange ideas and 
information on 
familiar topics in 
everyday situations 

- Questions 
and short 
answers 

- Present 
simple and 
present 
continuous 

- getting to know 
each other language 

- people around you 
– family, 
work/school, 
friends and other. 

 

 

Reading:  

Listening: to nine 
conversations related to 
finding out details about 
someone. 

Speaking: Asking 
questions and making a 
conversation to get to 
know each other 

Writing:   

 

Example B:  

TOPIC 

(per session) 

AIMS  SPECIFIC  SKILLS WORK   GRAMMAR VOCABULARY 

9. Operations 

[unit 3, pages 
32-43] 

- Ss acquire the 
skill to describe 
trends in a graph 

- focus on the 
grammar 
structures 

- reading and 
interpreting graphs – 
ScotAir’s recent 
performance 

- matching activity – 
introduce new terms like 
deadline, milestone 

- listening for detail and 
drawing the lines on the 
graph 

- reading – grammar 
work 

- present 
continuous, 
adverbs 

- present simple  

- describing 
trends, planning 
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Designing a curriculum for General English and Corporate English Courses is very different 

because there is a clear distinction between the areas of focus of the two in question as the 

content and aims of any course are determined by the needs of the target group of learners. 

Therefore, if for the General English courses the variety of course materials and standardised 

curricula can be used for a wide range of courses, in Corporate Language Courses everything 

must be analysed and adapted to variable characteristics according to the needs of the specific 

group of learners. 

 

5. Conclusion: 

In our experience we came to the conclusion that having a totally different approach towards 

the CLE courses from the very beginning helps teachers and CLE organisers to avoid many 

stressful situations where there is a blockage or no progress on both teachers and students 

sides. Once we understood these specific needs in CLE courses we managed to respond better 

to any tailor made course.  However, one of the biggest challenges that remain is to be able to 

follow the same progress EFL learners make with the general English courses where we are 

given clear sets of standards that provide correct guidance to teachers.  
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GHOTI PROFESSIONAL ENGLISH: CHAPTER 4 

1. Introduction: 

The curriculum used in general language courses and CLE courses are often different in a 

variety of ways due to a number of factors. The most immediate difference is that CLE 

courses are often set up to address specific needs of a corporate client, whereas general 

language courses are attended so that students can acquire language skills according to a 

standard basis of language acquisition. The total time allotted for general courses is based on 

blocks of units according to the number of participants. CLE courses, however, do not always 

run within these standard parameters and the number of participants is frequently decided by 

the CLE client, although recommendations to limit this number can be made. As a result, 

CLE courses often require a modified, or entirely new, curriculum.  

 

2. The curriculum used in general language courses: 

The curriculum used in general language courses conducted by Ghoti is based on the CEFRL 

guidelines30 used to measure reading, writing, listening and spoken language skills. In 

general, course books such as Headway (Oxford University Press) are used as the core 

measurement of student progress and language skill development, along with supplemental 

material such as Essential Grammar in Use (Cambridge University Press) or other material 

that the language instructor has access to and that may be used to cover especially 

challenging grammar skills or tasks. The number of lessons required to progress through the 

material will depend on the number of students in the class and the general guidelines 

provided by Cambridge’s ESOL recommendations – which vary depending on the language 

level of the students. If the students participating in a general language course have specific 

requirements, such as preparation for a language level test, then the focus of the curriculum 

will focus on those specific language requirements and practice tests will be conducted. If 

there is an agreement among the participating students on learning a specific task, the 

curriculum can be adjusted to include those tasks while not straying away from the original, 

core material of the language level that must be covered. Additionally, the mother-tongues of 

the participating students often has an influence on the speed of acquisition for certain 

language skills. For example, German language speakers often need considerably more time 

                                                             
30 CEFRL, Appendix C: The DIALANG Scales, pages 226 – 243. 
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to correctly use the Present Perfect tense in English than others. In these situations, the 

curriculum is adjusted by the teacher, in coordination with Ghoti, to ensure that adequate time 

can be devoted to learning these more complicated language skills at the expense of time 

devoted to other skills that may already be understood or that require considerably less time 

to grasp and use. However, even with these small modifications the overall curriculum 

remains unaltered and the time devoted to it is sufficient. Class sizes are also limited to a 

maximum number of students that allows the material to be covered and assessed within the 

allotted time. If the number of students goes beyond this limit, the course is lengthened to 

take this into account. 

 

3. The curriculum used in CLE courses: 

The curriculum used in CLE courses conducted by Ghoti is entirely dependent on the needs 

of the client, established when course expectations are discussed before the course begins. 

Generally speaking, there are three possibilities presented to the client that will determine the 

creation of the CLE curriculum: a) a general language course, b) acquisition of a highly 

specific job-oriented skill set, c) a combination of general language and job-oriented 

language. If the course can be run as a general language course, then the curriculum can be 

created as discussed above. If the CLE client requires a combined general language course 

with job-oriented language skills, then Ghoti creates a curriculum that reflects this in the 

proportion requested by the client and suggested by Ghoti. The creation of this curriculum 

will also depend on the number of students attending and on their language level – including 

a consideration of the varying language levels of the participating students. In situations 

where the job-oriented language skills requested require that the participating students have 

already achieved a specific language level, Ghoti designs the curriculum to reflect this so that 

general language skills are learned first, before any specialized language skills are presented. 

This approach, however, is also dependent on the agreement of the CLE client who may need 

to be convinced that A1 level students cannot be expected to write business reports after only 

thirty hours of class time. If the CLE client requests highly specific job-oriented skills, Ghoti 

creates a curriculum that reflects this with the understanding that the participating students 

must have already reached an appropriate language level that will enable them to acquire 

these specific skills. At times, for example, a two-day workshop on email writing may be all 

that is required rather than a thirty-hour course. In all cases, a general outline of the 
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curriculum is presented to the CLE client before any classes begin. Thorough consultation 

with the CLE client is also undertaken to ensure that the class size does not exceed the limit 

necessary to cover the material within the allotted time. If the CLE client insists on going 

beyond these limits, the curriculum is altered to take this into account. 

 

4. Comparison of the curriculum used in general language courses and CLE courses: 

The curriculum for general language courses, for the most part, follows a strict format that is 

usually only modified to address class size, pre-course student language competencies, and 

the ability of students to acquire language skills at the rate expected by standard CEFRL and 

ESOL estimates. Modifications to the curriculum of general language courses is usually done 

at the request of the teacher and/or the participating students and usually only after 

shortcomings have been discovered – i.e., the time devoted to the acquisition of a specific 

language skill is either insufficient or unnecessary, either due to previous knowledge or the 

speed of acquisition on the part of the students. While modifications to the curriculum of 

CLE courses during a course is possible, Ghoti creates a unique curriculum for each CLE 

course in coordination with CLE expectations and needs before such a course even begins. 

This highlights the importance of initial meetings with the client so that both all ‘wants’ are 

made clear and so that ‘reasonable expectations’ of what can be achieved in a given frame of 

time are fully understood. The only modifications to the CLE curriculum should, ideally, only 

be aimed at ensuring that the promised language skills are acquired by the participating 

students. If, during the CLE course, the students or the company request changes, any 

modifications to the pre-set curriculum must be clearly communicated to the client and 

mutually agreed upon. In the case where only a specific job skill is requested, such as basic 

email writing, the CLE curriculum reflects this and must be closely followed. These 

differences mean that general language courses run with a pre-established, set curriculum that 

can be utilized time and time again, whereas curriculum used in CLE courses must be 

carefully constructed each time, reflecting the specific needs of each client.  

 

5. Conclusion: 

The creation of a tailored curriculum for CLE courses is the first, most obvious, difference 

between how CLE courses and general language courses are run. When the focus of a CLE 
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course is on the acquisition of job related skills and vocabulary, the standard curriculum for 

language progression is no longer applicable. Even in situations where there is a balance 

between general language knowledge learning and job-related skills, the expected rate of 

progress will not be the same as in a general language course. Other factors, such as class size 

and composition and the relationship between students in a CLE course, along with the 

frequency in which classes are held, all play a part in the adoption of an appropriate 

curriculum that may differ from general language courses. 
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NISTA: CHAPTER 4 

1. Introduction 

When designing CLE courses we always separate between business and specialized language 

courses. The groups taught at Nista are usually mixed with participants coming from different 

companies so we organize a regular business language course. However, for the corporate 

language learners, the course design is slightly different. Corporate clients prefer the course 

being taught at their company and we try to create groups with employees from the same 

departments with similar roles within the company. There are different curricula and teaching 

methods used for different levels and different industries. 

 

2. The Curriculum used in general language courses 

The goal of regular business language courses in groups of participants coming from different 

companies taught at our centre is to improve language skills and learn the basics of the 

vocabulary from the business environment. The general business skills learned in class might 

not be relevant to all of the participants at that exact moment and at the position that they are 

currently working for. Nevertheless, they might always need it in the future in different work 

situations or in a completely different work environment. 

The general courses are based on the recommendation by the Common European 

Framework of Reference for Languages (CEFR) which is based on the following skills: 

speaking, reading, listening and writing. The curriculum is based on 6 reference levels (A1, 

A2, B1, B2, C1 and C2).  

The curriculum helps teachers and students to reach a certain level of learning a language. 

The CEFR indicates what the student should be able to communicate, write and understand in 

the target language at any particular level. Our courses are divided into 3 terms of 44 lessons 

each that means 132 lessons to reach a certain level. The period of 44 lessons lasts approx. 2 

months and a half. Our lessons are 45 minutes long. 

On the market, there are a lot of course materials and books. We usually select the course 

book that best meets the needs of our groups. For general English, we currently use English 

File and Market Leader for business English. Using a course book helps us to check the 

progress of the student to reach the set level. We believe that the course book alone is not 

enough and our teachers use additional materials e.g. current news and events, authentic 
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materials, games to play in class to engage the students. According to the course length (132 

lessons), the teachers have enough time to prepare many activities, games, competitions to 

entertain the students. This makes the course more interesting and it allows the students to 

come and return back to the courses.  

The second tool is the interactive smart board that we have in some of our classrooms which 

gives the teacher more materials to use in class and also enables the students to participate in 

the class with more interest in the language they are learning and more efficiently. 

 

Business language is a very broad term, when there is a mixed group with participants 

working for different companies and industries it is necessary to prepare a somehow more 

general curriculum.  The business language is a cross between ESP and general language 

learning. The percentage can be weighted out as required.  When we offer general business 

language courses for people from different industries, there might be a small portion of the 

business language that will be irrelevant for their business at that particular moment, they 

may, however, benefit from the acquired knowledge in the future. 

We do give our clients homework and we encourage them to work at least 15 minutes at 

home. The aim is when they come to the course after 15 minutes of self-learning, they come 

more prepared to the lesson. Some students complete their homework and some do not due to 

being busy or no availability of time to do them. 

 

3. The curriculum used in CLE courses 

When designing a CLE curriculum there are two important factors. The first one is the 

language level of the participants and the second one is the industry the clients work in. We 

always try to create groups with participants of the same level and adjust the curriculum 

according to their level. 

To be able to start designing the curriculum for a specific company it is mandatory to take 

some time to inquire about the company's field of work. The sponsors who pay for the 

language courses with the participants working at the same company usually request 

specialized language courses. In this case, the curriculum is fully tailored according to their 

needs. The most important factor is the industry they work in. At the beginning we hand out 

questionnaires to sponsors and employees. We interview the prospective participants on their 
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particular daily tasks at their position at work. Often the sponsor/employer will give more of 

a theoretical insight of what the participants should master at the end of the training. On the 

other hand, the employees, attending the course, will be more specific, providing a lot more 

practical information which for us is the key to organize a course for them. 

The creation of the curriculum for corporate clients is an on-going process.  

When the training starts, we strive to be vigilant, careful and very attentive of the participants' 

reactions. After the first few lessons, we always get our first feedback, check whether they 

are satisfied with where the course is going, the pace it is going at, and the material studied to 

see if we truly understood what their needs are. 

If the clients' feedback is positive we continue according to the initial plan. In case we get a 

negative review, whether it is a minor or a major one, we focus on thoroughly reading the 

comments and fixing the problem. We do not see it as criticism but as advice and part of 

curriculum design.  

The process of getting feedback occurs on various occasions throughout the course and this 

way, we are constantly developing and redeveloping and reviewing the course.  

The more we make it relevant to the industry, the better results we get. The employees will 

perform better at work, they will be able to use the new vocabulary and understand all the 

details of the important communication done at work, either via e-mails, in person or on the 

telephone. The employer/sponsor will be able to see the progress due to the fact that the tailor 

made specialized language course brings results to the company faster than a regular business 

language course.  

 

4. Comparison of the curriculum used in general language courses and CLE courses 

Compared to the CLE syllabus, the syllabus for a general language course is less challenging 

to design and it takes less time. It only has to be done according to the participants’ level of 

the language. For the general courses the primary goal is to reach a certain language level 

while for corporate clients it is important that they learn to be able to cope with situations at 

work rather than to reach a certain level. The syllabus is a lot more flexible, it gives the 

teacher more opportunities to be creative. Creating a curriculum for corporate language 

learning is a more complex process. For general language courses we use the multi-strain 
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syllabus: Listening / reading / speaking / writing / structures / functions. Designing a general 

language course allows us to be flexible but requires exercises which will include all 

participants and their needs. 

We use for example a functional syllabus: To be successful negotiators, the students need to 

be able to perform: greeting, comparing, thanking, socializing, describing, asking for details, 

expressing conditions, making requests, declining, accepting, suggesting, small talk with 

clients – to make business deals. 

In case the employee does not master small talk, they may miss major opportunities to close 

business deals. 

The employees need a certain language skill at a certain moment where they work and when 

the sponsors order a course, they tell us about their needs and expectations, usually requesting 

for the participants to be showing immediate results.  

This is a case we encountered: An employee who only needed to understand e-mails, not 

speak about it and not respond to them. In this case, for this position at work, they mainly 

needed training in understanding written text. 

Relating course assessment to clients’ associates’ job description and their performance, we 

need to be sure that the training is helping improve performance at work.  

At the end of the course we hand out the course final self-assessment to confirm our clients’ 

acquired knowledge. The self-assessment form is intended to view the students’ perceived 

progress; as opposed to the teacher’s evaluation of the student’s progress. 

An example of the covered topics are SPEAKING: Socially in the office, socially outside the 

office, telephoning, negotiations, making and responding to enquiries; WRITING emails: 

Structure (being clear), register (being polite or brief), vocabulary, making and responding to 

enquiries, contracts; READING: Understanding legal contracts, understanding implications 

and LISTENING: Meetings, telephoning, logistics, legal writing.  

Conclusion: 

Whether our curriculum is made for CLE or general language courses, it is important that we 

listen to the student needs especially when designing a course. Usually we suggest that the 

company makes groups with students of the same language level because only this way we 

can achieve good results.  
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CHAPTER 5:  

WHAT TEACHING METHODS ARE USED IN CLE COURSES AND IN 
WHAT WAYS ARE THEY DIFFERENT FROM TEACHING METHODS USED 

IN GENERAL LANGUAGE COURSES? 

 

 

Chapter Summary: 

The teaching methods employed in CLE courses and general language courses, as with the 

course curriculum utilized in them, are often different. Addressing this question, the 

participating institutions present the ways in which the teaching methods used in each of 

these types of courses are chosen and why. 

The criteria used in choosing the right teaching method in general English language courses 

are based primarily on the course aims which are standardized in the CEFRL guidelines. 

Since CLE courses often follow a unique curriculum and a different set of circumstances and 

course goals, the teaching methods used must be chosen according to these differences. 

Generally speaking, the most useful activities used in CLE courses combine elements of the 

task-based, communicative approach and learner-centred methodology. Simulation exercises, 

for example, may be used to model real life workplace situations allowing the students to 

relate the language directly to their job. Such teaching methods may not be relevant in 

general language courses. Making a distinction between the usefulness of different teaching 

methods in either CLE or general language courses is the focus of the participating 

institutions in answering this question.  
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ANTENER: CHAPTER 5 

 

1. Introduction:  

Similarly as there is a difference in designing the curriculum for a general language course 

and a CLE course, there are also differences in the teaching methods that are needed in the in 

the two different classroom environments. 

As opposed to the teaching methods used in general language courses, the teaching methods 

used in a CLE course need to be adapted to meet the requirements of the customized 

curriculum. Teachers and trainers need to learn new methods other than the classic "PPP" 

(present, practice and produce) method that is generally used when teaching general English 

and need to be able to use and utilize other methods they have learnt and used in a different 

way to meet those requirements of the CLE courses. 

 

3. The teaching methods used in general language courses 
 

The criteria that determine what teaching methods are used in a general language course are 

mainly the level and number of students in the group and the specific skill that is needed to be 

taught. The higher the students’ level is the more possibilities the teacher has to use a great 

variety of methods. The same also applies for the number of the students, with a group of 6 to 

8 students there are more possibilities for student interaction than in case of a one-to-one 

lesson. 

General English lessons are usually skills based in terms of their curriculum which can be 

mostly utilized by  student interaction patterns such as pair work, group work or individual 

work as these are the ones that fit to the exercises that can be found in most of the course 

books which form the basis of a general language course. Skills based lessons can be easily 

delivered and built up by using the “PPP” method that can be effectively utilized to support 

students’ learning process. 

Course aims and goals are the other main determiners of the required methodology in the 

classroom.  When the aims and goals are for example to advance students CEFR level or 

when the goal is just to improve students’ communication skills, the methods used in the 

class need to be chosen accordingly. 
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Teaching methodology also depends on the teacher and on the role of the teacher in a certain 

group. We prefer and try to persuade our trainers to be facilitators rather than teachers and the 

methods that are mostly used in our general language courses are task based learning and 

communicative approach with a learner centered focus. With these methods a relatively high 

range of flexibility is given to the teacher to adapt and change the curriculum according to the 

needs of the group and the lessons have more of a workshop like atmosphere where the 

teacher plays the role of a mentor/coach  while trying to give as much freedom for the 

students to create the target language by themselves as possible. 

 

4. The teaching methods used in CLE courses:  
 

When talking about Corporate Language Courses, we must point out that our students are 

taught are professional people who need English for fulfilling their daily job. In most fields of 

teaching, the teacher knows more about the subject than the learner, but in corporate courses 

the relationship is usually more symbiotic: the teacher knows about language and 

communication, but the participant often knows more about the job and its content. Our 

teachers need credibility, professionalism, and an awareness of the business world, and they 

have to have a solid knowledge about different methods and how to use them.   

 

In Hungary, many CLE teachers call themselves trainers, coaches, or even mentors, so before 

talking about different methodology, we need to define the roles of a teacher, a trainer and 

coach. It seems most of these words being synonymous of each other but in terms of 

language teaching, especially in CLE there are some serious differences. 

 

● Teaching is the art of passing on knowledge to a group of people, therefore, teacher is 

a person who helps others to acquire knowledge, competences or values. 31 

● A trainer is a person who focuses on a specific area of development. He tries to 

impart the skills and best practices to achieve success in a particular area. 

                                                             
31 https://en.wikipedia.org/wiki/Teacher 
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● A coach is required to sharpen the skills a person already has, to excel in the chosen 

field. A coach offers advice on the basis of an understanding of the strengths and 

weaknesses of his protégés so that they develop in the chosen field.32 

 

 

 

 

 

 

Therefore, we can say, that our teachers are - and we encourage them as well to be - rather 

trainers as they focus on specific areas of development, consequently, they have to choose 

their teaching/training methods accordingly. Naturally, the methods we use at Antener are 

Communicative Approach, Task – Based Learning and Evidence-Based Learning as these are 

the ones which encourage active-learning process the most and these are the methods that 

allow our trainers to have a great deal of flexibility in delivering the lesson. Work during 

class time is more important thus homework may sometimes not play a significant role in 

student advancement in case of a CLE lesson. 

 

4. Comparison of the teaching methods used in general language courses and CLE courses:  

Your style of teaching and the methodology you use in a general language and in a corporate 

language class will probably differ from each other in several ways. Comparing these two 

types of courses the main differences will be in patterns of student interaction,in the role of 

the teacher, the choice of material and the focus of the lesson which are all essential in 

determining the method a teacher uses in the classroom. 

In case of CLE courses instead of pair work and group work, you might find that students 

learn more through case studies, role plays and simulation exercises as these model real life 

workplace situations the best and through these exercises students can relate to their jobs and 

later confidently use this knowledge. 
                                                             
32 http://www.differencebetween.com/difference-between-teacher-and-vs-trainer-and-vs-coach/ 
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You may also assume different roles from the general English teacher than from a CLE 

teacher. Throughout a CLE course you are more likely to be more of a facilitator when 

teaching meeting skills or a mediator when teaching monitoring a negotiation whereas many 

times in a general language course a more traditional role of a teacher is required. 

Although ideally general language courses are also following a learner centered method, CLE 

courses should be particularly centred on interactive, student-focused teaching methods. 

Students should actively participate in communication tasks which can be transferred to their 

real work situations such as brainstorming and role-playing different workplace situations  

,mimicking situations that are identical to the students’ real-life work circumstances are 

especially beneficial for a corporate language course setting.  

In terms of material it is very beneficial to use authentic materials from the students’ own 

business work, for example their reports, emails, etc., whereas the choice of material in the 

general english classroom is mostly based around topics and a coursebook. When companies 

would like to see what their employees learn, they are not interested in the book, or the 

certain topics, but they are interested in what skills will be improved. Therefore, comparing 

to general language courses, we rather teach different skills and build students’ confidence in 

the target language  than teach the language itself. 

 

5. Conclusion: 

Without finding the right method you use and the role as a teacher you should play is crucial 

to the success and the realization of goals and aims of a language course. Whether it is a 

general language course or a corporate course your teaching style and methods will depend 

on a number of factors keeping in mind what should be in focus and what supports the course 

participants’ learning process  the most. 
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BRIDGE LANGUAGE STUDY HOUSE (BLSH): CHAPTER 5 

 

Introduction:  

The methodology of teaching English has been under constant change due to the attention 

that's been given throughout the years in which the needs of those who had to learn it and use 

it as an international language have become more defined by other elements besides the  

simple need to learn it. Methods  have been tested, refined and combined in order to provide 

the learners with the quickest and easiest way to acquire the language.  

The general methods used in modern teaching range from the old fashioned traditional 

methods of grammar translations or direct method to more complex ones such as the 

communicative approach, humanistic approach or task-based methodology. The evolution of 

these methods was in direct link to some key elements such as the learner’s time invested in 

learning a new language together with their ability to retain information in an adulthood 

period when this learning process is done amongst other activities.  

The real difference in choosing and blending these teaching methods was when teachers 

started to separate the learners' specific needs in learning general English courses from those 

who aimed to learn English for Specific Purposes.  

 

The teaching methods used in general language courses:  

As specified earlier, the methods used in teaching English have evolved based on the ever 

changing needs of the learners in the context of modern times when we are involved in a 

multitude of activities that require our energy and attention on a much higher scale than 

before.  

For those fortunate ones who started learning English in school, using and further studying 

the language has proven much easier than for those who were forced to acquire the language 

in their adulthood.  That is the reason we will focus more on teaching English for adults as 

part of a lifelong  learning education.  

The criteria used in choosing the right methodology is determined by the general needs of the 

audience that 's being taught, that is young adults and adults who  need to acquire the 

language in order to be prepared for the life situations or challenges that lie ahead of them 

such as living in another country, travelling abroad, studying abroad or applying for study 

scholarships, working in an international environment where English is used as a main 

communication language.     
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Each teaching methods have a different focus or priority and is based on a specific learning 

process.  Traditional methods such as the translation method or the grammar method or 

direct teaching method regard language as transfer of knowledge while the more modern 

approaches are focusing on the learners’ ability to acquire the language. 

The criteria used in choosing the right teaching method in general English language courses 

are based primarily on the course aims which, of course, depend on the initial level  the 

learners start to study English but also on the language skills the learners needs to improve. 

Just to give an example, for learners that need to learn the language at a beginner level, the  

main aim is for them to be able to communicate as simply as they can the things they wish to 

express while for a more intermediate learner the main aim of studying English might be to 

improve their language skills by starting to use the language correctly with more complex 

grammar structures and a richer vocabulary. While in the first case the communicative 

approach or task-based teaching might be more practical, in the second case a more learner-

centered approach is used and, in some cases, some parts of the traditional grammar methods 

are needed in order to create the right automatisms when using the language correctly.  

In the last five years our needs analysis survey of learners 'objectives showed that 85 % of the 

learners who started to learn the language at a beginner level stated that their main aim was to 

be able to communicate but 7 out of 10 respondents didn't want to invest the necessary time 

to acquire the level where they would be independent users of the language. As for the 

learners who started studying the language the responses were that they wanted to advance to  

more proficient level and use the language correctly (48 %) or to get a language certificate as 

an official recognition of their language level (26 %) or to be able to use the language at an 

academic level for their studies or future professional career.   

The role of the  teacher or trainer in teaching general English is to chose the right methods 

and activities according to the type of learners and aims of the course and many times it is a 

matter of combining different elements of the tested methods in order to maintain the 

motivation of learning and to reach the most effective results.  

At Bridge Language Study House we use the task-based approach as main teaching 

methodology but also combine it with a more learner-centered approach and communicative 

methods. Because the curriculum of general English courses is based on the principles and 

language abilities of the Common European Framework of Reference the main aim of the 

general English language courses for adults is to obtain these abilities according to each level.  
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The task- based method seems to be the most efficient methodology used by our teachers to 

get the students to acquire these abilities in the target language and our official curriculum for 

each level is based on this methodology's  principles.   

However, teachers use a high degree of flexibility to adapt the teaching methods according to 

their learners' needs and aim of the course. During our group discussions within our teacher 

training workshops, teachers pointed out that there are many cases when they need to 

combine elements of all teaching methods to adapt to the mixed needs in each learning group. 

Because the teacher's main aim is to satisfy each learner's need they must often find the most 

effective activities according to each learning situation/group.  

 

The teaching methods used in CLE courses:  

Teaching English in CLE courses mostly uses the same methodology more or less but there is 

higher  degree of adapting these methods to the learners' needs and objectives in learning the 

language. We can no longer refer to teaching general English but teaching a language for a 

specific purpose for a specific target audience/learners. 

 The starting point in choosing the right approach when it comes to teaching English in a 

corporate environment is to analyse the specific needs of the participants in order to set the 

course objectives and teaching methodology. In almost every needs analysis carried out 

before the start of a CLE course we found some key elements that outweighed the other 

language objectives of each individual: the limited time to be invested in learning, 

maximizing the learning and practice phases in each session and, of course, the immediate 

applicability of what was planned to be learned.  

In 2016, in our needs analysis questionnaires applied before the start of CLE courses, out of 

320 respondents, 70 % stated that the time they would spend in class will be the only 

opportunity to learn the language and 45 % confirmed that they are not open to invest more 

time in homework or additional practice while 90 % of the future participants' expectations 

referred to learn only what was necessary and with immediate applicability to their jobs. Only 

a low percentage of 26 % have seen the opportunity to learn the language as part of a 

professional development on a longer run.  

Therefore, teachers must focus not only on the necessary language skills but also on the 

learning processes and how to facilitate the learning experience to be as efficient and as quick 

as possible.  
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Also the teaching methods used in teaching CLE courses must adapt 100 % to these 

tendencies so there will be no more room for traditional methods, but for efficient an learner 

centered methods.  

Because the purpose of using English in the professional world is different, also the language 

skills that need to be improved are different in CLE courses where the focus is centered on 

using specialised vocabulary or expressions and using the language to communicate  

efficiently  rather than using it at an academic level.  

Teachers or trainers need to use a rather more task-based approach to facilitate the learner's 

quick language acquisition meaning they need to select, adapt and simplify methods or 

activities in order to create the context that is closest to the reality of their learners' 

professional field.   They often need to use elements of the communicative approach as well 

because learners needs to communicate in the target language in an authentic environment 

where the teacher is the language expert but the learners have the right expertise in their own 

field. Therefore, communication is done in a professional context created with the help of the 

learners and authentic materials they use in their everyday professional activities.  

The most useful activities used in CLE courses combine elements of the task-based, 

communicative approach and learner -centred methodology imply:    

- role-plays/simulations involving business meetings or other situations relevant to learners' 

needs;  

- specific oral skills practice (eg. telephoning or giving instructions at lower levels, making 

sales presentations at higher levels);  

- specific writing skills practice (eg letters of confirmation at lower levels, reports or letters of 

reply at higher levels);  

- business games (eg word-building games) with vocabulary taken from authentic texts 

(provided by the client);  

- extended role-plays/ simulations pursuing an on-going business scenario with the learners 

either acting themselves (simulation) or imaginary characters (role-play).   

The role of the teacher in this context is also to adapt to each learner's needs but besides that, 

they also need to adapt to the company's objectives or general aim of the language training 

programme.  Teachers of CLE courses have a more difficult role because, in this particular 

context, they need to be facilitators rather than teachers and they constantly need to adapt to 

the dynamics of the labour market changes and find the best methods to suit the ever 

changing needs of the professional world. It's a paradox that their flexibility is often dictated 

by the practicability and efficiency of the final result.   
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Comparison of the teaching methods used in general language courses and CLE courses 

 

When comparing the general English courses with the CLE courses the difference is given by 

the degree of flexibility each context is providing. As mentioned above, the difference lies in 

the ways we use the terms "general" or "specific". In teaching general English courses we can 

work with different elements of the most used methodologies because also the objectives are 

more general, while in CLE courses the context is so specific and different from one situation 

to another that methodologies have to be very carefully combined in order to take out the 

most specific results and to cover specific objectives and language skills.  

In our experience general English courses allow teacher to better blend methodologies and 

experiment different learning outcomes due to a more variety of activities used in teaching. 

There are more possibilities for a teacher in a general English course than in a specialized 

one, however, each teaching method has been used for the right learning objective. If the task 

based method has proven to be more useful in a context of learning the general language by 

learning to do specific task in the target language, in CLE courses the communicative 

approach is more used because the task itself has already been done in the professional 

context and it only needs to facilitate the practical communication in the target language.  

Of course, this doesn't mean that these two methods are solely used as such in the different 

contexts, but their immediate applicability was more used in one specific context than the 

other. Learners of general English need to learn how to acquire an ability in English while the 

primary need of learners in CLE courses is to adapt these specific abilities that they already 

perform in communicating in English as well.  

 

Conclusion:  

Teaching General English and Corporate English Courses are very different things because 

there is a clear distinction between the areas of focus of the two in question as the content and 

aims of any course are determined by the needs of the target group of learners. Therefore, if 

for the General English courses the variety of course materials and standardised curricula can 

be used for a wide range of courses, in Corporate Language Courses everything must be 

analysed and adapted to variable characteristics according to the needs of the specific group 

of learners.      
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GHOTI PROFESSIONAL ENGLISH: CHAPTER 5 

1. Introduction: 

The different course curriculum in CLE courses and general language courses, as outlined in 

the previous chapter, also often require a variation in teaching methods in the delivery of 

these curriculums. Additionally, the teaching methods and exercises utilized in general 

language courses are not always appropriate or adaptable to the needs and atmosphere of 

CLE courses. In general language courses, the participating students are often strangers to 

one another and only see each other within the confines of the course they are attending. This 

is not the case in CLE courses, where the participating students are colleagues and, at times, 

from different levels of the company’s hierarchy. Such considerations are extremely 

important when choosing teaching methods in the delivery of the course material. 

 

2. Teaching methods used in general language courses: 

General language courses usually follow a set schedule with regular, or even daily, courses 

with set material and set expectations regarding language acquisition. As such, the language 

instructor follows the course material at a set rate: for example, in B1 English, much and 

many, some and any in Chapter 4 of Headway during hours 6 to 8, or At the doctor’s in 

Chapter 8 during hours 14 to 16. The acquisition of these different language skills involved 

different teaching methods that are both recommended by the teaching material and informed 

by experience. Teaching much and many may require, at first, an explanation followed by 

drill and repetition around the class and then accompanied by worksheets and homework. 

Teaching students the language skills necessary for seeing a doctor in English may first 

involve roleplays, to gauge both students’ abilities or shortcomings, followed by the 

presentation of new vocabulary or repetition of grammar points, followed by a second round 

of roleplays utilizing the new vocabulary. 

The teaching method of general language courses will also depend on the language level 

being taught. Lower levels, quite naturally, often require constant direction from the language 

instructor as well as far more repetition in exercises. Even simple roleplays require a great 

deal of preparation and example before they can become useful without becoming 

discouraging. The success or failure of these methods also depends on the language 

instructor’s competencies or, quite simply, what methods they prefer to employ. Some 
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instructors thrive with students at a lower language level and others with students at a higher 

language level. The choice of instructor, therefore, goes a long way to determining which 

teaching methods will be used in a course.  

Finally, the level of student participation in general language courses will go a long way to 

determining which teaching methods are utilized. Do the students complete assigned 

homework? Do the students enjoy roleplays over strict grammar instruction or the other way 

around? The language instructor is instrumental in discovering what works or doesn’t work in 

each class and playing to their students’ strengths in order to encourage the successful 

acquisition of the expected language skills.  

 

3. Teaching methods used in CLE courses: 

The teaching methods used in CLE courses, while they may at times be similar to general 

language courses, must take into account other factors that are not present in general 

language courses. These factors include: the specialized job-based skills that have been 

requested, the participating students (are they all colleagues of equal standing or are 

managers in the same course as receptionists), and the frequency of the course (CLE courses 

are often held weekly as opposed to daily, which requires some amount of repetition and 

review at the beginning of each class). 

The acquisition of specialized job-based language skills may require any number of different 

teaching methods. If the goal is to acquire job specific vocabulary, repetition and review, as 

well as the completion of homework assignments, might be necessary before a roleplay that 

utilizes such vocabulary can be done. On the other hand, if the goal is to improve fluency on 

the telephone, for example, the acquisition of set phrases and intensive roleplays might be 

more in line with the material being learned.  

The number of participating students and their respective positions within the company may 

also affect the teaching methods adopted by the language instructor. GHOTI run CLE courses 

can, at times, operate on a one-to-one basis or in small groups of two to three. In such classes, 

round the table exercises or group exercises may not be possible. The relationship between 

the participating students is another factor that can influence which teaching methods are 

utilized. If a manager and a receptionist are in the same class, and at the same language level, 

or if a student lower in the corporate structure has a more advanced language level than those 
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in a higher position, class exercises must often be chosen carefully so as not to disturb this 

balance. 

The frequency of the course will also influence the teaching methods employed in CLE 

courses as these are often less frequent than general language courses. A short review at the 

beginning of each class regarding the previous week’s lesson, or a run down through the 

assigned homework, may set the tone for the first part of the lesson, limiting what new 

material the teacher can present and how that material can be presented. 

 

4. Comparison of the teaching methods used in general language course and CLE 

courses: 

The teaching methods used in general language courses and CLE courses can, at times, 

overlap. However, as the curriculum used in CLE courses is usually specifically designed to 

meet the needs of the client, the teaching methods used by the language instructor will 

alternate far more frequently than in general language courses. Other differences between 

CLE courses and general language courses include the composition of students in the class 

and the frequency of lessons; both are factors that influence the language instructor’s choice 

of teaching methods.  

As an example, an invaluable teaching method in general language course is the utilization of 

class roleplays whereby students can be assigned any one of a number of roles set up in a 

wide variety of situations in order to activate the language material presented. These roles can 

be easily alternated, and full participation is generally assumed. In a CLE course, however, 

even when the material presented is the same as in a general language course, such a roleplay 

may not have the same results and may not even be possible. Not all CLE students are willing 

to participate in a roleplay that they may feel compromises their professionalism, or, 

depending on the position of the students in the company’s hierarchy, they may be unwilling 

to put themselves in a position, even as a roleplay, that challenges this position. These 

interpersonal dynamics can greatly limit the teaching methods employed in the delivery of 

language goals.  

This alternation of methods between general language and CLE courses, even when the 

material presented is the same, can present problems for teachers. As with the curriculum and 

material utilized in CLE courses, an individualized approach to the teaching methods used is 
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often necessary. These situations cannot always be anticipated before the course begins and 

may even require immediate adaptation on the part of the teacher. As a result, the language 

teacher must always be ready with a list of alternative exercises and be able to immediately 

adjust their teaching methods to ensure that the language goals are properly met. 

 

5. Conclusion:  

The unique expectations of CLE clients and the customized curriculum they are given often 

requires an individualized approach to the teaching methods utilized. What works in a general 

language course is not always an effective method in a CLE course. This often requires the 

language teacher to first select methods on-the-spot, and, once the teacher is familiar with a 

specific CLE client group, to adapt the lesson plans to reflect these differences in 

expectations and willingness to engage in certain activities. This adaptability is essential in 

making sure that the course goals will be achieved.  
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NISTA: CHAPTER 5 

1. Introduction 

Throughout the history of teaching foreign languages there have been a number of different 
teaching methods employed, and some have proven to be more efficient than others.  From 
the oldest, more traditional grammar-translation methods to the dogme style of recent years, 
such methods all have the same purpose: unlocking the secret to quick and efficient foreign 
language learning. But each language course is unique in its own way. A language course is 
shaped by many factors including the language being taught, the needs of the participants, 
their learning styles, the established course goals and last but not least by the teacher(s) and 
the time and place of the teaching.  

2. Teaching methods at Nista  

When designing syllabi and curricula for our CLE courses and general language courses for 
the public, we make a number of choices which are heavily determined by the learners' 
professions and learning styles, the nature of the course, time and availability, access to 
resources and modern technology, and not to be underestimated, by the teachers' own 
personalities and qualifications. 

Therefore, all courses whether CLE courses, business English, general language courses, 
elementary or advanced require different teaching methods and often a mix of methods and 
techniques. In the same way we use a fluid syllabus we use a variety of teaching methods in  
our courses to reach the ultimate goal of satisfying clients and learners' expectations.  

Even though we welcome different teaching methods we are very adamant about the use of 
the target language from beginner's level onwards, as well as student-centered lessons with a 
strong emphasis on communication as well as content-centered lessons.  

Some of the teaching methods for CLE courses and general language courses used at Nista 
include: 
 

• TBL – Task Based Learning  
• CLT – Communicative Language Teaching 
• Content-specific vocabulary  
• Coaching on the job  

 
2. 1 Complex problem solving 
 
2.1.1 TBL in CLE courses 
 
Corporate language clients tend to favor the use of task-based learning (TBL) in our courses 
when these are similar and relevant to situations they experience everyday at work (e.g. 
problem solving). Participants feel challenged and have less time to be nervous; they worry 
less about mistakes in usage and are usually more inclined to use the target language when 
focused on some recognizable task. However, when presented with tasks that are not related 
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to their profession they will often refuse or feel less motivated to solve the task even if in the 
end using the language is the main purpose.  

 
2.1.2 TBL in general language courses 
 
By contrast, mixed groups of participants from different backgrounds are often more open to 
different task-based learning scenarios and even enjoy being put in situations that are outside 
of their routines. Problem solving, for example, can help them towards communicating and 
working together more effectively. General language course learners often regard task-based 
learning as a welcome break from the stereotypical lecture-based learning scenario. They 
often bring to task-based learning a spirit of play as if the task-based learning scenario is like 
a game. This can especially be true for adult learners.  

 
 
2.2 CLT – Communicative Language Teaching 
 
This method relies on recreating real-life situations in order to make learning more authentic 
and life-like. The emphasis is on the learners' interaction and communication which is both 
means and aim. As result, the teacher becomes more a facilitator helping learners in their 
attempt to communicate with each other. For this kind of method as there is no set course 
book, the materials should be authentic. Different varieties of communicative-language 
teaching include role-play, group work, interviews and information gaps. These can be done 
in and out of the classroom.  

 
2.2.1 CLT for CLE 
 
For CLE clients there is often limited freedom of choice for teachers when it comes to 
choosing CLT topics and work-related situations. However, learners within the same 
company departments appreciate these activities because they feel they are directly helping 
them with their daily tasks on the job. They also obtain confidence from the knowledge that 
the course has been tailored specifically to their needs.  

 
2.2.2 CLT for general courses 
 
For general language courses, teachers have a greater latitude when it comes to CLT. 
Teachers can choose contexts from various areas of daily life and extend these to a wider 
variety of activities and tasks. However, some learners feel shy and insecure and still struggle 
when it comes to these activities as they feel open-ended compared to classic methods. 
Teachers respond by always encouraging communication and by choosing topics that interest 
participants. The key here is to give learners both the confidence they need and CLT 
scenarios that are not too remote from their everyday experience.  

 



133 
 

 
 
 
2.3 Teaching specialized vocabulary 
 
In recent years, more focus has been given to teaching a specialized vocabulary. The use of 
corpora is becoming more and more frequent both in classrooms and as a self-study tool.  The 
main difference between CLE courses and general courses is the degree of knowledge about a 
given specialized vocabulary that learners already possess. Very often CLE clients master a 
specialized vocabulary extremely well. Employees from logistic companies, law firms, 
medical and health services, etc. have an outstanding knowledge of the vocabulary used in 
their particular field regardless of their general language levels. What these learners lack is 
often idiomatic proficiency, grammar structure, function, register, and accuracy. By contrast, 
learners in general courses coming from different backgrounds will be involved in lessons 
that deal more with specialized vocabulary with particular topics chosen.   

 

Often though, we do have clients with very low levels eager to learn specialized vocabulary 
first. There are cases when specialized language learning can be done from the start. Daily 
routine tasks become daily work routine tasks: I drink tea every morning becomes I answer 
telephone calls every day. 

 

For all our learners, we emphasize the importance of teaching correct idiomatic usage and 
collocations whether it is business related or a general course. Teaching specialized 
vocabulary is a kind of subset of this goal. Proper use of specialized vocabulary can only be 
achieved if the vocabulary is taught together with other language chunks, not just as words 
standing on their own.  

 

 
2.4 Coaching on the job for CLE only  
 
Despite the fact that our teachers can never have a complete and detailed knowledge of our 
clients’ line of work, they are nevertheless able to improve participants' language skills with 
the help of the clients who let the teachers into their offices and into their working world. The 
teacher in this case becomes an assistant, a coach.  

 

Coaching on the job is a type of self-directed learning. The learners provide the content and 
the teachers provide the means. This is a more authentic approach where the focus is on the 
learners' actual job. Often these lessons are reserved to one-to-one groups, managers and top 
executives. The lessons are designed around the learners' daily tasks at work, e.g. preparing 
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for meetings, presentations, negotiations, writing reports, filing different documents, written 
or spoken correspondence with clients and employees.  

 

3. Conclusion 

Teaching methods for general language courses and CLE courses are broad and varied. Their 
success depends on appropriateness to context, and when properly applied, they create great 
opportunities for learning. The methods described in this chapter are not the only ones 
possible. Teachers are always encouraged to try different methods and use a variety of 
activities and tasks that enhance the learning experience of our clients. 
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CHAPTER 6:  

WHAT MEASUREMENT METHODS ARE USED OR SHOULD BE USED TO 
ASSESS THE PROGRESS OF LANGUAGE KNOWLEDGE AND OTHER 

COMMUNICATION SKILLS OF THE PARTICIPANTS. 

 

 

Chapter Summary: 

Comparing the assessment methods that are used by the four language schools to assess the 

progress of language knowledge and other communication skills of the participants, we can 

state that all the four language centers use an initial placement test to put students in 

appropriate groups based on the CEFR level, homework as the usual form of ongoing 

feedback, some type of end-course test, and some type of feedback provided to the students 

on their performance at the end of the course. 

In all four schools the initial placement test consists of both a written and a spoken part, the 

latter also serving the purposes of needs analysis at Nista and Antener. All language centers 

names giving homework assignments as the easiest and most effective way of giving students 

ongoing feedback during the course. 

Only BLSH does not make mid-term evaluation mandatory, although they also highly 

recommend conducting it, and all the 4 language centers prefer to have both a written and a 

spoken mid-term evaluation, targeting the knowledge that had been learnt until the test. 

Except for the alternative curriculum checks all 4 skills are tested during mid- and end-term 

evaluations at all the four language centers. Giving individual feedback in some form at the 

end of the course is also emphasized by all schools as an essential part of assessment. 
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ANTENER: CHAPTER 6 

1.Introduction:  

Assessing the progress of language knowledge and other communication skills of the 

participants should be and ongoing and consistent process. It should start before a language 

course with assessing the participants level and should consistently and continuously done 

throughout the course to make sure that the participants are progressing in the right pace 

towards the goals and aims set out at the beginning of  the course and the measurement of this 

achieved knowledge and skills should be checked at the end of the course which gives a 

framework to the whole assessment process. 

At Antener the measurement methods we use to assess the progress and knowledge of the 

participants are the initial placement test, ongoing feedback in form of tests and homework, a 

mid-course evaluation and an end of the course evaluation. 

 

2. Initial placement test:  

Initial placements test are conducted to be able to organize an put students in appropriate 

groups , create the right curriculum for them and to see their starting level which is essential 

in order to set out goals and aims that the students want to reach by the end of the course and 

to see in what areas the participants need to improve. It will also be a be a good reference at 

the end of the course as together with the end of the course test they provide a measurable 

proof of improvement in skills and language knowledge. 

First every participant fills out an online written test that they have to complete in a given 

timeframe, that is usually 30 minutes. The test mostly  consists of grammar questions and the 

students are evaluated according to CEFR guidelines. 

After the written test, there is also an oral interview, which also serve as needs analysis as we 

always ask students what their goals with language learning are, in what areas they want to 

improve their skills and in what fields they need to use their language knowledge at work 

(telephones, emails, negotiations). These questions are mainly asked to make sure we put 

together the best possible curriculum for the participants. The communication level of the 

participants is also determined according to CEFR guidelines. 
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3. Ongoing feedback 

Ongoing feedback is provided throughout the course in order to measure students’ 

progression. At Antener this feedback is mainly given by checking the participants 

homework assignments and by various forms of error correction during the lessons. 

It is usually the teacher who decides the amount and type of homework, but the usual practice 

is that participants are assigned homework on a weekly basis or if the group requires they are 

given some kind of a home assignment each lesson. The type of homeworks is very variable 

depending on the level of the students and the focus of the lesson. From filling out a grammar 

worksheet or a reading comprehension worksheet to preparing for a presentation and doing 

online research, our teachers try to challenge the participants of a course in many possible 

ways. With competing homework assignments students get the possibility to get further 

practice of the material of the lesson, to deepen and extend their knowledge, they get used to 

learning and practicing the language on their own, and hopefully they get into the routine of 

language learning outside of the classroom which enhances the progress of students to a great 

extent. Checking students’ homework is also a good feedback for the teacher.If all the 

students could complete the given assignment without mistake the teacher can proceed with 

the material but if more students have difficulty completing the exercise it clearly shows that 

more practice of a certain language area/skill is needed. 

Error correction is another important form of feedback. There are many methods for error 

correction and it depends on the style of the teacher which they prefer to use, but they have to 

keep in mind that no matter what type of error correction they use, it always has to benefit the 

students, should never be humiliating and should motivate and serve the progression of their 

skills. It is a very sensitive area with Hungarian students as they usually lack self confidence 

in communicating and a wrong type or badly timed error correction can undermine students 

confidence and progression. Ideally students get used to and get to like when they are 

corrected, as this way they can become aware of their own typical mistakes and can 

consciously work on correcting them. Peer correction should also be used which is a very 

good way to make students realize what mistakes the other participants make and they 

usually become more cautious about their own errors, thus peer correction could also be used 

when correcting homework assignments and tests. 
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4.Mid course evaluation: 

Mid-course evaluation at Antener is both a written and an oral test that is conducted in case 

of a 60 lesson course at the 30th and in case of a 120 lesson course at the 60th lesson. It is not 

a ready made test, but it is put together entirely by the teacher and it should only cover the 

material that has been presented up until that date. Thus the given tasks can vary but the usual 

practice is that the written test consists of grammar and vocabulary, reading and listening 

comprehension and/or writing exercises. The speaking part is either a role-play like situation 

that the students have to act out or the students are given topics that they have to speak about 

in form of a  mini presentation. 

After correcting the tests teachers report the percentages the students have reached and this 

result is also written in their course register and sent to the course organizer/HR manager. 

Mid course evaluations give a good feedback both to the teacher and the participants about 

the progress of the students, what they could reach since the beginning of the course or where 

they have to progress until the end of the course to reach the minimum level required or the 

desired level for which they still have the other half of the course. It the teacher notices some 

considerable weaknesses in any of the skills or some typical mistakes that the participants 

make, there is still plenty of time until the end of the course to work on these. 

5. Alternative curriculum checks  

Alternative curriculum checks might be scheduled throughout the course depending on the 

needs of the students. It is especially typical if the curriculum consists of different language 

modules, then it is advisable to conduct some kind of test that can be marked at the end of 

each module. For a lot of students continuous measurement is something that keeps them 

motivated and focused. Especially CLE student are most of the time highly motivated, very 

ambitious and competitive and they enjoy and feel motivated by these alternative curriculum 

checks and they usually try to outdo their peers. On the other hand there are some students 

who feel frustrated by any kind of test or measurement situations in which case it is better to 

limit the number of these evaluations to the minimum.  

As at Antener conducting alternative curriculum checks other than the mid-course and end of 

the course evaluations, it depends on the judgment of the teacher whether they conduct these 

alternative checks or not. If they do, it is usually marked informally, the results of these are 

not formally registered anywhere. 
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6. End of  course evaluation  

End of the course tests are conducted on the last lesson of the course. It has to consist of both 

a written and an oral part. Some clients require a general test that assesses students 

knowledge and level based on CEFR principles rather than one that covers the material that 

has been taught throughout the course. This happens when the the main requirement of the 

course was the participants advancement in CEFR level but mostly the test consist of material 

that has been taught throughout the entire course and the test itself is designed by the teacher 

and is based on the curriculum of the course. Ideally these tests should include problematic 

questions from the placement tests so that the participants advancement is clearly visible. 

In order to pass, participants of the course need to reach at least 60% on both the written and 

the oral part of the test. Participants usually take the end of the course evaluation very 

seriously as in case of corporate students their results together with a written personal 

feedback will be sent to their managers as well and their performance can have serious 

consequences. Together with the initial placement test the end of the course test is a 

measurable  proof of student improvement which is essential in the participants language 

learning process. 

 

7. Conclusion 

Without adequate measurement methods it is impossible to assess and give visible proof of 

language knowledge progress which is the aim of all the language courses. It is also 

important that this assessment is done continuously and consistently to assure  that language 

acquisition and improvement is happening at the right pace and in accordance with the 

requirements of the clients and to be able to provide students and ongoing feedback based on 

which they can follow and consciously assess their own language learning process. 
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BRIDGE LANGUAGE STUDY HOUSE (BLSH): CHAPTER 6 

Introduction  

Language assessment and evaluation is an integral part of the whole language acquisition 

process as it influences the starting point, learning objectives and goals, advancement or 

progress of learners, teachers' performance and, in the end, whether the goals or objectives of 

the course have been met. It also gives teachers valuable information on how they can 

improve their teaching methods and how to improve students' knowledge and learning.  

When speaking about the assessment of the language acquisition process we must refer to 

level check tests at the beginning of the learning stage which are many times referred to as 

placement tests,  on-going evaluation in class , mid course testing and of course end of course 

evaluation tests.  

 

Initial level check testing and evaluation  

Initial language evaluation is a key element when preparing and planning any CLE course. It 

established the initial language level of each participants based on which they are placed into 

groups according to their language level.  

At Bridge Language Study House the initial language evaluation consists of 2 main parts: a 

written test containing 50 questions evaluating the learner’s knowledge of language structures 

and vocabulary together with a writing task evaluating also the use of language and an oral 

interview where the English speaking and interacting communication abilities are assessed.  

We use two tests to evaluate participants' level of English according to the Common 

European Framework of Reference, one to measure the language levels from A1 to B1 and 

the other one to measure the more advanced levels (B1+ to C1).  We found out that this way, 

it is easier to determine more accurately in which stage of a particular level the participant is, 

for example whether someone is at the beginning of A2 level, middle or has already attained 

the A2 level.  

When we assess the learners' level of English use we take into account both evaluations 

results: the written test score and the oral evaluation result and in most cases the final result is 

based on an average score. However, we mainly measure the learners' use of English from the 

writing  and speaking  part of the evaluation as we measure one's level trough their 

"production" abilities or skills in English.  
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Ongoing feedback:  

Throughout a course we also try to evaluate the learners' progress through ongoing 

assessment. There are many ways to do this, but the most frequently used methods are 

homework checks and evaluation of learners performance during class activities. The 

accuracy and use of English (grammar and structures) are usually assessed by teachers when 

they check students writings as part of their homework while their speaking and interaction 

abilities are assessed during students’ performance in different activities in class.   

Ongoing feedback helps teachers determine whether students acquire the language skills at 

the right pace or whether the materials they use are suitable for the given group situation. For 

example, there were situations when, based on this ongoing assessment, the teacher decided 

to change the objectives of the course and materials, or made changes in the approach they 

were using.     

 

Mid-course evaluation:  

 

We strongly recommend the practice of organizing a mid-course test for any CLE course as it 

is the first organized form of assessment during a course.  It is a valuable tool to assess what 

has been done in that particular course until then and whether the participants’ progress is in 

conformity with the course’s objectives.  

It shouldn’t take more than 60 minutes (ideally 30 min to 50 min) and should comprise and 

test the main language skills that participants went through until that moment in the course. If 

the course followed a curriculum based on a course book, the test should be easily built on 

the material that has been taught until then and if the content was tailor –made teachers 

should pay attention to include and test only the content and language skills they taught 

during the first part of the course.  

The mid-course tests also provides a good opportunity for both teachers and participants to 

evaluate the progress of the course, whether the objectives or content set at the beginning of 

the course can be realistically applied and for the participants – if they managed to acquire 

the language skills they’ve been taught or they need to make an extra effort and additional 

practice.  

Based on the mid-course test results teachers can evaluate the real status or situation of the 

course and the participants can see how they would perform at the final evaluation as well. It 

is usually the case that when someone fails the mid-course test they will also mark a poor 

score at the final test. If there is someone who has a poor score at the mid-course test the 
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teacher warns them so that they can prepare better. Our records show that more than 60 % of 

the participants who got a minimum score at the mid-course test have also got a minimum 

pass score at the end of the course test.  It gives participants a real measurement tool showing 

them where they stand.  

At Bridge Language Study House the mid-course test is not mandatory but we strongly 

advise teachers to use it when they reach the middle of the course. In our experience the 

courses where this mid-course was applied have proved to be more successful.     

 

  End of  course evaluation  

 

At the end of each CLE course there is an end of course evaluation test that is usually taken 

before the last session of the course so the teacher can give feedback based on the test results 

in the last session.  

The test should evaluate students’ language skills that were taught during the CLE course and 

it usually takes between 60 and 90 minutes to complete it, depending on the level.  

At Bridge Language Study House we practice a 60 % pass rate for all our test and the average 

score is between 85 and 95 %. For example, during the last year’s CLE courses, out of 270 

end of course tests, 70 % of the participants had scores between 80 and 90 %, and 17 % 

obtained scores above 90 %. The rest of participants failed to attain the minimum pass rate of 

60 %, mostly due to reasons such as not attending enough classes (at least half of the course) 

or not preparing enough for the test. In case a participant fails the end of the course test we 

usually give a second chance and invite the student to take a second test, different than the 

first one.  

Depending on the level, the end of course test should test at least 3 of the language skills 

evaluated by CEFR, ideally all 4 (speaking, listening, writing and reading). For low levels 

such as A1, A2 and B1 teachers usually test the speaking, reading and listening 

comprehension skills but also include a small written production part. For higher level – from 

B1+ onwards, speaking interaction is no longer a priority and teachers focus more on the use 

of English in the productive way through more complex writings and oral presentations.  

Moreover, the results of the end of course test are included in the individual progress report 

the teacher issues for each of the CLE course participant. This report includes a description of 

the main language skills or content taught during the course and marked with a score 

reflecting how the participant has acquired that skill.   
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Conclusion:  

Assessing students’ progress is one of the main outcomes in the whole process of delivery of 

Corporate English Courses  as it provides a measurement tool that serves both as a real 

indicator of the learning stages CLE learners are, but also as a proof of the real, attainable 

levels learners can get by learning and participating to these CLE courses.   

  



144 
 

GHOTI PROFESSIONAL ENGLISH: CHAPTER 6 

1. Introduction: The importance of continuous assessment and the current approach: 

The measurement of student language progression and associated communication skills is an 

ongoing process that must take into the account the starting level of the students, goals that 

have been clearly outlined and presented, and a consistent method of assessing improvement 

and providing feedback. The measurement methods used at Ghoti are an initial placement 

test, ongoing feedback throughout the course, a mid-course evaluation or test, an end of 

course evaluation or test, followed up with a post-course check on the students continued use 

of the language and communications skills they have learned. 

 

2. Initial placement tests: 

The initial placement is not only necessary for creating a curriculum and organizing students 

into appropriate groups, it also provides a clear measurement of a student’s starting level that 

can be used later to show language and communication progression. The placement tests used 

by Ghoti include a series of grammar based questions, writing exercises, and a short, spoken 

conversation with each student to evaluate their abilities according to the self assessment 

guides provided by the CEFRL. For example, an A2 student should be able to understand 

“simple, everyday conversations and discussions”33 while a B2 level student should be able to 

understand “complex ideas and language” and the “speaker’s viewpoints and attitudes.”34 

These tests are then marked so that students can be placed into classes according to their level 

(A1 to C2), and limitations or shortcomings are noted so that such deficiencies can be 

addressed during the length of the course. They are also kept so that they can be presented to 

students again at the end of the course – allowing them to clearly see the progress they have 

made. 

 

3. Ongoing feedback: 

Ongoing feedback is provided throughout the entire length of the course. This includes daily 

(or weekly) checks on the correct completion of homework assignments, and the repetition of 

                                                             
33 CEFRL, page 242. 
34 CEFRL, page 243. 
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skills in class. Most courses run by Ghoti require the completion of homework assignments 

on the part of the students. These homework assignments often consist of grammar 

worksheets, vocabulary exercises, or even, at times, skill-based assignments such as writing 

an email or the ongoing production of a business proposal, report or any other writing 

exercise that is appropriate to the level of the students. These assignments are necessary in 

order to repeat information that has already been presented in class, completed on a student’s 

own time without the help of an instructor, and to encourage students to get into the habit of 

learning the language on their own so that the end of the course does not mean the end of 

their language progression. Consistent mistakes can also be noted by the language instructor 

so that these can be addressed in class. In cases where the homework assignment is 

completed incorrectly by a large number of students, the instructor can go back and spend 

considerable time on the language skill or grammar point that has clearly been 

misunderstood. This type of constant feedback also gives students the confidence to proceed 

with perhaps even more complicated language skills that they will be faced with as the course 

progresses. 

 

4. Mid-course evaluation: 

If the CLE client and students participating in the course are comfortable with the idea, a 

mid-course evaluation, in the form of a written test and/or spoken presentation, is conducted. 

The mid-course evaluation should only cover the material that has been presented to that 

date, and as such may need to be adjusted from class to class depending on the student 

progression in each course. These tests are not intended to show real ‘grades’, they are 

intended to show each student what progress they have made since the start of the course. A 

weak A2 student might make more mistakes on a mid-course evaluation than a strong A2 

student, but they may have made progress in learning language skills compared to where they 

started from. As such, the results of these evaluations are presented as individual 

achievements and shortcomings that cannot be easily compared to one another. Such an 

approach makes it to clear to all participating students that, ultimately, they are only in 

competition with their own previous performance. These mid-course evaluations also 

represent a break in the material presented in the course, allowing the course to move into 

and focus on the second part of the curriculum. 
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5. Alternative curriculum checks: 

In cases where the course utilizes a tailor designed curriculum, such as in a CLE course with 

specific job-related skills, additional tests can be conducted as the ‘modules’ for these skills 

are completed. For example, if part of a CLE curriculum includes targets such as: basic email 

writing, basic phone conversations, and basic personal introductions and small talk, a 

separate module addressing each of these targets is created. Each of these modules are then 

scheduled in the curriculum, sometimes separated so that one module appears every third of 

the way through the course, and at the completion of each an evaluation for that specific 

module is done. In the case of basic email writing, for example, this might involve the actual 

writing of a basic email exchange with the language instructor, which can then be marked and 

corrected. If there is a need for further practice of these language skills, they can be worked 

directly into the other lessons and evaluated again at a later date. These module specific 

evaluations provide clear feedback to the students on the exact job-based skills that the CLE 

clients has requested that they learn. 

 

6. End-of-course evaluation: 

The end of course evaluation will include all material presented since the middle of the 

course, as well as any material from the first part of the course that required more time and 

even, at times, some of the job-related skills that were covered in the curriculum as individual 

modules. The end of course evaluation also includes some questions that appeared on the 

placement test, and answered incorrectly on the placement test, so that actual progress can be 

seen and evaluated. The results of these tests are then made available to the CLE client, if 

they choose, so that accomplishments of the students can be shown and, therefore, the 

usefulness of the language course in providing the service and achieving the goals that were 

established at the beginning. As with the mid-course evaluations, the individual nature of the 

results is made clear with an analysis of success or failure based on each student’s starting 

abilities.  
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7. Conclusion:  

The need for constant feedback is perhaps most prevalent in language learning. New 

language skills cannot be acquired without immediate guidance and correction or mistakes 

will repeat and become engrained. Ongoing feedback provides a daily, or weekly, need to 

address mistakes, highlight improvement, and build on the previous acquisition of language 

skills. Mid-course and end of course evaluations provide actual, physical proof of assessment 

and progression that both students and language instructor can use to discover areas where 

further learning is needed, and to provide CLE clients with proof of student progress. In 

keeping with the attempt to encourage students to continue with their language learning on 

their own, Ghoti sometimes conducts post-course checks, where students are contacted, 

sometimes months after a course, in order to see if they are still able to do what they were 

able to do on the course evaluations or module evaluations. As a measurement method, these 

post-course checks are useful in either proving that language and communication skills were 

learned for the long term, if the students were unable to repeat these skills either through lack 

of use or lack of self study, or if further lessons are required or if a simple ‘brush-up’ is 

sufficient for former students to successfully utilize their language skills again. 
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NISTA: CHAPTER 6 

1. Introduction: Importance of continuous assessment and current approach: 

Our generation of learners today is a generation that is more than ever before (being made) 

aware of the why and the how they are learning a second language. Teaching and learning 

approaches are constantly changing, evolving to adapt to the new technology and the needs of 

its learners and their studying or working environment. Together with these changes in 

methodology come changes in language assessments. What in the earlier days or even still in 

schools is known as a test or an exam, all very much feared by all learners, is part of a 

broader spectrum known today as continuous language assessment.  

Assessment has become a proper learning tool and is no longer viewed as a feared 

measurement used by teachers to either declare failure or success.  Assessment today is there 

to help learners self-check, self-evaluate. It is there because it offers a way to revise, review, 

improve, remember and yes, still test their knowledge.  

These are the different stages we are currently using at Nista as part of our assessment 

program: first stage: Written and oral placement testing before the start of the course; second 

stage: Revision and ongoing assessment in every lesson; third stage: Mid-course assessment 

at half term of the course; fourth stage: End of course assessment and self-evaluation at the 

completion of the course. 

 

2. Initial placement test 

Placement and level tests are available on our school's website for English, Italian and 

German (http://nista.si/testi/?lang=en). These are the languages that are more popular at the 

moment. For English the test currently consists of 75 multiple choice questions that start at an 

elementary level finishing with more advanced. For Italian we have 65 and for German we 

have 60. The number of questions for each language is based on the general pre-knowledge 

of these languages in the area. Both English and Italian are taught in school. Geographically 

and historically Italian has had a stronger influence and presence than German in the Koper 

region. Learners and clients can take the test at home to test their knowledge and get a sense 

of what they know and what they haven't fully mastered yet.  The test is equally important for 
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clients and for us, the CLE provider. For us, at Nista, it means we can create a group of 

learners with similar knowledge and capacities.  

 

We evaluate the test results based on the European Framework of Reference (CEFR) starting 

from beginner to proficiency. This type of placement test is in some cases insufficient to 

determine clients' levels but at the same time it can be accurate and has proven to be a 

reliable testing method. We conduct an oral test with our clients as well. The oral test consists 

of two parts. The first part tests language knowledge. We have a list of questions we ask 

learners to answer and photographs we ask them to comment on or describe. The oral test is 

designed to be easily adapted to the level of the clients while the test is taking place. The 

second part is a needs analysis. This often takes the form of a conversation about their needs 

and expectations. This being possible when their level is high enough to be able to express 

these concepts. For lower levels we are normally happy with clients completing the first part. 

Needs analysis will be conducted separately either with their sponsors or they will be asked 

to complete a questionnaire in their first language.  

3. Ongoing assessment 

Continuous assessment begins as soon as the course begins. Teaching and learning are 

integral part of the course and therefore assessment is a part of it.  

Any homework, any revision task or activity done in class and consequently error correction 

are all part of the learning process. These test learners' new and previous knowledge simply 

by prompting them to use the language in different contexts. These are not always seen by the 

learners as part of the assessment cycle. Teachers, on the other hand, are more aware of the 

aims and purposes behind these.  

Learners still view mid-term and final tests as the official ways of assessing and often being 

given a grade for their performance. Teachers are testing students during each lesson, though. 

Especially for writing courses and exam preparation courses we encourage teachers to keep a 

portfolio of learners' written work. This helps learners to keep a record of their work with all 

their strong and weak points. They can see what their more common mistakes are and if they 

identify a pattern, with the teacher's help improve or rectify these recurring or fossilized 

errors.  
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4. Mid-course evaluation 

Mid-course assessment takes place in the form of an assortment of different short tasks 

testing all or a specific number of skills depending on the course type or on the clients' 

performance thus far in the course. If using a set course book, teachers may choose to base 

the assessment on the materials and contents covered in the course book so far. Mid-course 

evaluation is nonetheless tailored made for the learners. They will be marked at the teacher's 

discretion but often they will use a simple scoring system or percentages. This gives learners 

a sense of achievement and can be encouraging if mark is high. If the results are poor it is 

important to go through the answers and make sure learners understand their mistakes. Even 

if the marks are poor, learners can learn and improve their knowledge. This is an example of 

when assessment clearly can help learners' learning process.  

 

5. Alternative curriculum checks 

Additional curriculum checks are being done based on the interviews conducted over the 

phone with the company representatives about the progress of their employees, the 

participants of the course. If we receive a feedback on anything missing, we adapt the 

curriculum accordingly. 

 

6. End of course evaluation 

End of course assessment usually takes place in two ways. Teachers design the end of course 

test with different tasks from all four skills and set a pass mark. Normally, 75% is our 

percentage pass rate for the completion of all parts of the test. The second option some clients 

request is to complete a sample CEFR level test to asset their level and check if they have 

reached that level at the end of their course. These are usually taken from internet resources 

or sample practice tests from given books.  

In recent years we have also added a more self-critical and self-checking method of 

assessment for learners to do. Teachers or the Academic Manager will create forms for 

learners to assess their performance and progress at the end of the course (see Appendix 1 in 
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Chapter 3). This is very similar to the can do statement assessment form. We'd like our 

clients to become more aware of their skills and abilities and encourage them to become more 

confident and independent learners. When learners complete the self-assessment we ask 

teachers to fill out a student report form with the same language areas (see Appendix 1) and 

functions to compare the results. Often learners are too self-critical or they lack the skills to 

self-evaluate their progress.    

 

7. Conclusion 

Assessing the language progress of our clients is an integral part of all our CLE courses 

whether they are general English, business English or ESP courses. Assessment starts before 

the course with our placement tests and continues throughout the duration of the course. 

Clients are more often made aware of the continuous learning assessment being there to help 

them improve and achieve their learning goals. Teachers play a vital role in assessing learners 

as they monitor lesson by lesson their performance, progress and development. 
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Appendix 1  
 

PORT ENGLISH COURSE November 2017 

Student progress report  

NAME OF STUDENT 

 Excellent Very 
Good 

Good Satisfactory Poor 
 

Recognise and use a variety of 
grammar tenses in different 
business context   
 

     

Understand and use general 
business English vocabulary 
 

     

Understand and use banking and 
accounting vocabulary 
 

     

Understand and use vocabulary 
related to office work 
 

     

Understand and use sales and 
purchasing vocabulary 
 

     

Language needed for negotiations 
 

     

Describe and talk about real 
estates and properties 
 

     

Describe and talk about job 
responsibilities 
 

     

Listening for details and general 
understanding 

     

 

Comments: 

 

Teacher: 
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CHAPTER 7:  

WHAT TEACHER TRAINING TOOLS AND MATERIALS ARE USED, OR 
SHOULD BE USED, TO DEVELOP TEACHERS WORKING IN CLE IN 

ORDER TO FULFIL THE REQUIREMENTS OF CORPORATE CLIENTS. 

 

 

Chapter Summary: 

When comparing the teacher training tools and materials, it is clear that there is a great 

emphasis on continuous teacher development as teachers are the ones who represent the 

school and the good reputation of the institution depends highly on the performance of the 

teachers. 

The tools that are used or stated as should be used for all four language centers are the teacher 

training occasions and  workshops (both in-house and external), class observations and a 

mentoring system, where teachers can learn both from each other and their supervisors, 

although as it seems only BLSH could incorporate all of these in its current practices, for the 

other countries one or the other is missing but still stated as something they would like to 

improve on and implement in the future. 

Fluctuation of teachers is also stated as a problem, as it makes continuous skills development 

more complicated. 

When it comes to course preparation and materials, each country tries to provide a library of 

teaching materials and resources where they teachers can find the adequate help for preparing 

for their lessons together with methodology books that teachers can use for self-assessment 

and improvement, although it is stated that teachers are encouraged to use their own tailor-

made materials that are adjusted to the needs of the group. 
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ANTENER: CHAPTER 7 

1. Introduction: 

In order to fulfill the requirements and meet the expectations of the financing companies it is 

very important to work with well qualified teachers who can deliver high quality lessons in a 

professional manner.  Quality and professionalism in CLE mainly means to provide useful 

and up to date knowledge within a given trade/industry that can be utilized in practice in any 

real life workplace situation out of the classroom. One way to make sure that our teachers can 

meet these requirements is to help follow the current changes and trends of business 

communication and to give them appropriate tools and materials that they need in order to 

become experts of a certain field/method/practice and to deliver lessons confidentially to our 

corporate clients. 

 

2. Current training tools and materials 

- At Antener we try to provide our teachers and our staff appropriate tools and materials 

to aid their professional development and to help them further improve their skills and 

competencies in this field. First and foremost we try to create and environment for our 

staff and teachers where they feel supported. Our manager is a professional adult 

educator and has hosted many workshops and coaching events to improve teachers’ 

knowledge. In addition to teacher training, our manager also participates in various 

trainings such as curriculum development. At our school we have a database of 

business english materials that teachers can access when they prepare for their lessons 

though we try to persuade our teachers to prepare their own material based on the the 

needs of a given group and rather support them with trainings and workshops to reach 

independence in teaching and creating a variety of teaching materials. 

- As for the trainings we try to give our teachers possibility to take part in trainings that 

they need for developing in certain areas. One of our main project is taking part in the 

Erasmus+ mobility program. Within the framework of this program in 2017, 4 senior 

teachers and 5 instructors had the possibility to get  to know different cultures, 

practice cross-cultural communication while using English as a lingua franca. They 

could learn the best practices and  techniques from native teacher trainers which they 

could build in effectively to their own lessons. 

In order to further the qualitative development of the institution, two members of the 

management team were also  involved in various courses; on the one hand in order to 
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obtain a usable digital marketing knowledge for training institutions, and  on the other 

hand to acquire knowledge about effective leadership.  

Taking part in these kind of programs helps to evolve our staff competencies, enables 

us to create a unique teacher-training curriculum and courses, while we strive to find 

solutions to the problems of the language learners of the corporate sector. 

We continuously communicate the results achieved in these projects to various 

professional organizations (eg. NYESZE, IATEFL, FSZOE), professional articles are  

written for the relevant press, and we would also like to give an opportunity for other 

training institutions to use our collected and created materials with which we wish to 

contribute to the reform of trainings in the corporate sector. 

 

 

3. Ideas and recommendations for development 

- Mentor program and peer observation program : The main idea is to have a senior 

teacher who is either appointed from the teachers who work for us and does it as and 

extra activity besides teaching or to have a senior teacher who fulfills this task as a 

full time position so that teachers always have someone they can turn to for 

professional advice. The main tasks of the senior teacher would be to provide 

induction for the new teachers, help them with lesson planning and methodology in 

case they are new to CLE, to carry out formal observations of the teachers on a 

regular basis and give them supportive feedback and to develop and maintain the 

content of the online library that is available for all the teachers. Being observed gives 

opportunity for the teachers to self-reflect on their strengths and weaknesses, and to 

find the areas they are especially good at, and areas in which they need more 

improvement. It would also help us to get to know our teachers better which would 

help us assigning teachers to given groups of students. The main difficulty of 

implementing this system is that in Hungary no teachers are permanently employed 

with either a part time or a full time contract, but all CLE providers work with 

subcontractor teachers who work on a freelance basis and sign contracts for each 

individual course they teach. As a result the turnover of teachers is quite high and it is 

difficult to have a permanent teacher staff. For the very same reason there hasn’t been 

any  peer observation program yet but it would be very beneficial for both the 

teachers and our school if the teachers had the possibility to observe each other’s 

lessons. The teachers would have to observe a given number of  teachers every year 
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and hand in a written report on the lesson they have observed emphasizing the 

strengths of the lesson and saying why it was useful and what things they could apply 

in their own lessons in the future. These reports would be processed by the senior 

teacher. 

- In house workshops and teachers’ meetings : Another beneficial development that 

would lead to more efficient teaching would be to have regular teacher’s meetings 

where teachers could share their concerns and experiences and they would have the 

possibility to meet and get to know other teachers they otherwise never meet 

with.These meetings could be once in a month and every third of them could be a 

workshop with a certain topic that could further improve our teachers’ teaching skills. 

Either the senior teacher or one of the teachers could lead the workshop where 

teachers could share their best activities and practices, try new activities in practice in 

form of mini demo classes. 

- reward program : besides making it possible for teachers who perform well and have 

positive feedbacks the possibility to take part on trainings it would be beneficial to set 

up a reward program that could further motivate our teachers to strive to do their best 

in teaching. Within the framework of this program the teacher of the month would be 

elected based on student feedbacks and observation feedbacks.  Based on the same 

feedback and based on good statistics a teacher of the year would also be appointed. 

The reward can be either some kind of a voucher for the month of the teacher and for 

the yearly prize it would mean an extra amount on the teacher’s paycheck. 

 

4 Conclusion: 

CLE teaching does not have very old traditions in Hungary and most of the Hungarian 

teachers who teach EFL don’t own any certificate in teaching business personnel and their 

university degree in teaching only prepares them for general language teaching. As a result, 

most of the teachers start their careers without any experience in CLE thus it is essential to 

provide them with the right training tools and materials to help them during their work and to 

assess their professional development. Though there are many advancements in this field, 

there is still space for improvement and to be able to keep up  with the fast improving 

corporate world, CLE has to be very up to date and has to seek continuous self-improvement 

and development to be able to keep up with the ever growing needs of the market. 
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BRIDGE LANGUAGE STUDY HOUSE (BLSH): CHAPTER 7 

Introduction 

There is no doubt, that the knowledge and competences of teachers influence the efficiency 

and effectiveness of the teaching-learning process in each and every educational sector.  The 

“Rethinking Education” EU-wide analysis of the European Council shows, that “a primary 

influence on learners’ performance is the quality of teaching”. This is true no matter if we 

talk about teaching children, youngsters or corporate clients. 

If a language school wants the teaching process to be a qualitative one, the training and 

development of its human resources should be the first on the "to do" list. Bridge Language 

Study House also relies on the fact that the best investment for the growth of the institution is 

to continually invest in the development of its own staff.  

The continuous learning and training of teachers working in CLE is even more important than 

in case of the teachers of general/retail language programs, since in this case the clients have 

specific needs and higher expectations. 

The following paragraphs reflect the experiences and findings of Bridge Language Study 

House from Romania as regards with the training tools and materials used for teachers 

working in CLE. 

 

The current situation of teacher training tools and materials used in BLSH  

 

Within the institution an average of 10 training events are being held every academic year 

and only the teachers who attend a minimum of 80% of these trainings can teach language 

courses for corporate clients, the others can only teach general courses. Moreover, most of 

our CLE teachers are accredited trainers or hold an internationally recognised certificate (ex. 

LCCI Certificate for Business English Teachers). 

All the teachers of BLSH are offered several types of development possibilities: 

- internal training activities held by the most experienced teachers/trainers of our institution. 

These internal trainings are organised each and every year and cover the most important 

pedagogical and didactical topics (ex. classroom management, course development, team and 

task based learning, using the interactive whiteboard, etc.); 

- team-building activities specially dedicated to teachers. Though team-building activities 

don't improve pedagogical competences, their presence in BLSH's life is very important: it 

builds cohesion, understanding, group-work and many other transversal competences of our 
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teaching staff. Team-building activities are held almost every year, most often with the 

presence of an external trainer; 

- the possibility to participate in local and international project activities. Our teachers were 

offered several possibilities to participate in projects, like for example in: implementing 

language programs dedicated to disadvantaged groups (ex. children from rural areas, 

unemployed); partnerships targeting the comparison of the teaching methods used in the 

partner institutions; partnerships targeting the transfer of innovative methods and developing 

innovative materials, etc. 

- the possibility to participate at national conferences, workshops (ex. workshops organised 

by Quest Romania); 

- training activities involving external trainers. In the case of some topics, where we felt our 

teachers were lacking knowledge, we involved external trainers. Some of these topics 

included: multicultural education; communication; public speaking or improvisation; 

- induction training: whenever BLSH hires a new teacher, they must go through an induction 

phase first and only afterwards start teaching. During the induction training the newly hired 

employees are introduced to the policies and most important information about the 

institution, they must read and comply with the behaviour accepted within the institution. 

This information phase is followed by a face-to-face methodical training of 16 hours (ex. 

showing them the books we use; instructing them about the methods we use, etc.) and by a 

minimum of 10 hours of class observation. After this phase the new teachers are mentored by 

our experienced teachers during a whole module of 30 hours (ex. are observed during 

teaching and receive feedback). 

 

In our experience course managers observed that CLE teachers must deal with very specific 

needs and demands from their clients. Compared to regular course participants, CLE clients 

have limited (or more often no) time to do homework, they need to learn specific language 

vocabulary for their work, their motivation to learn is sometimes low (some of them being 

obliged to attend courses by their employers), etc. 

Therefore, the management of BLSH organised several adapted training activities targeting 

the specific competencies that CLE teachers must hold in order to deal with their target 

groups, like for example: soft skills training possibilities, including time management, stress 

management, leadership, adaptability and so on; specific class management topics such as 

how to deal with "problematic students", how to manage a low-motivated class, how to teach 
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within a mixed levels group; workshops on how to develop adapted curricula and how to 

teach in CLE classes, etc. 

 

Ideas for development 

Though the training activities carried out over the years were efficient, we realised that 

development possibilities must be offered continuously to CLE teachers in order to obtain 

best results. First, because of the inevitable teacher fluctuation in our institution and, 

secondly, because clients demands change and teachers must continuously adapt to these 

needs. 

The areas where there is a need to continuously develop our CLE teachers competences and 

knowledge are: using and involving ICT-based or other innovative methods  in the teaching 

process; conflict management in the teacher-teacher and client-teacher relations; public 

speaking, especially for the new-comers; soft skills, especially those targeting to develop the 

openness and confidence of teachers; time-and-resource saving teaching methods. 

 

Conclusion 

Based on our experience, CLE teachers need general and adapted development possibilities, 

because they need not only to have strong teaching-related competencies, but also specific 

ones strictly connected to their work environment.  

Though the investment in development activities requires extra financial resources and is 

time-consuming, BLSH managers still think that is a definite must, because with well trained 

teachers, the institution managed to keep long-term collaborations with most of its corporate 

clients. 
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GHOTI PROFESSIONAL ENGLISH: CHAPTER 7 

 

1. Introduction: 

Ghoti tends to hire language trainers that have already gathered teaching experience working 

at any number of schools around Austria or abroad. While certification in adult language 

education, such as a TEFL or CELTA certificate, is considered in our recruitment it is not a 

requirement since we value of on-the-job experience more than anything else. Experienced 

trainers tend to be highly adaptable to the changing situations of a CLE environment, and 

eager to share their experiences with other trainers and learn new methods themselves. Even 

limited exposure to the demands of CLE training imparts the professionalism, preparedness, 

and flexibility required to meet the unique needs of corporate clients. 

 

2. Current training tools and materials: 

In order to maintain the high standards demanded by CLE training, trainers at Ghoti 

participate in four main areas of development: 1) Orientation, 2), Pre-course preparation 3) 

On the job observations, 4) Post-course assessments. 

Orientation: Before teaching a single lesson through Ghoti, trainers meet with our head of 

human resources in one-on-one meetings. They are encouraged to focus on outcomes and 

results rather than specific topics, since the material and topics covered in CLE change from 

course to course. They are evaluated for how they can craft their own learning objectives, 

how they choose methods and formats to meet these objectives, and then demonstrate this 

through the preparation and delivery of ten-minute mini-lessons. Following this 

demonstration, direct feedback is provided and the exercise is repeated if necessary.  

Pre-course preparation: Before delivering a first lesson to a new client, the trainer meets with 

our head of human resources to go through the personalized curriculum of the CLE client, to 

discuss any specific tasks that may require more information or material, and to go through 

any other unique requests or issues that may arise in the first lessons (such as divergent 

language levels among the participating students). This is done to ensure that the trainer is 

well prepared to make their all important first impression on the students and to give them 

adequate time to prepare for the demands of the course. 

On the job observations: For less experienced teachers, or in cases where there has been 

negative feedback on a teacher’s performance from a CLE client, the human resources head 

(who is also a qualified language instructor) joins the trainer for the delivery of a language 



161 
 

lessons. This is ostensibly presented as a double-teacher lesson to the client, but is also used 

as an opportunity to observe the teacher ‘in action’. This observation can be used to assess 

problems that can be addressed with further training, and to clarify responsibilities and 

expectations through the creation of a plan for future progress. It is also used to observe 

experienced teachers in the application of new teaching skills to provide a basis by which 

these new skills can be assessed for their delivery and effectiveness.  

Post-course assessments: All teachers are assessed on their performance through student 

feedback forms at the end of a course. They are rated on a (1-5) scale for student satisfaction 

in a number of areas (delivery, voice, presentation, clarity, responsiveness, commitment to 

the curriculum) and open-ended responses are given for suggestions and criticism. These 

assessments are discussed with the language trainer and any outstanding issues or areas of 

improvement that have been identified are discussed. 

Periodic briefings by one trainer to another with ongoing classes in the same company is also 

utilized to ensure continuity in the delivery of the same course. This also allows for insights 

into the unique situation of a class, what material or methods work, what they respond best 

to, and to make sure that the course stays on schedule with the curriculum. 

To supplement these four areas of development, Ghoti utilizes a number of teacher training 

books that language trainers are encouraged to consult and utilize. Among these are: The 

British Council’s “Language Improvement for English Teachers: A methodology and training 

book”, Jeremy Harmer’s “How to Teach English” published by Longman, Scrivener’s 

“Learning Teaching” published by Macmillan, and a range of task specific resource teaching 

books. Ghoti also provides grammar worksheets, language activity sheets, and general 

language resources kept in drop-box files that all teachers have access to, encouraging them 

to add and share resources they have found useful in their own lessons. 

 

3. Ideas and recommendations for development: 

Ideas for the development of further training tools and methods have been examined through 

a combination of examining the trends in the adult language education business and in 

consultation with our trainers.  

The organization of teacher training workshops, varying in length from one to three or four 

hours, and focused on how to deliver either task specific skills (how to give presentations) or 

language lessons (how to teach this/that, these/those), has been proposed. These workshops 

would be attended voluntarily and encourage teachers to share their own expertise and 

experience with other teachers.  
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Other ideas for workshops include those focused on language learning material. There are, 

literally, hundreds of books on English grammar. Some of these language books excel in their 

illustration of specific grammar points (such as present perfect), others excel in the range of 

activities they offer. Teacher run workshops, where each teacher shares what they have found 

most useful from a range of different language books, can help to streamline a teacher’s 

preparation time and, to Ghoti’s benefit, help to consolidate and standardize the material used 

across all lessons. 

Sending language trainers to international teacher seminars, such as the English Language 

Teacher’s Summer Seminar at the University of Oxford, is another possibility in developing 

teaching methods. The prohibitive costs of these seminars have put this proposal on hold, 

though this possibility can be considered in future. However, the schedule and outlines of 

these seminars often provide a useful indication of what language trainers, everywhere, may 

need assistance with (such as: approaches to integrating pronunciation in lessons, what works 

when using mobile devices in lessons, etc.).  

Language trainers that teach through Ghoti are always encouraged to bring forward ideas that 

can aid their own development, the methods used to train newer teachers, and add to the 

effectiveness of delivering future courses to CLE clients. A teacher’s close connection to a 

specific CLE client can often provide insights that only they are aware of. Teacher written 

reports on these clients and the methods used in these classes, and then broadly shared, is 

another idea for teacher development. 

 

4. Conclusion: 

The language instructor in CLE courses is the face of the business. Their success or failure is 

Ghoti’s success or failure, and when clients are dissatisfied with the quality of the teaching 

the entire business is at risk. Providing instructors with the best possible chance to achieve 

success through orientation training, pre-course preparation advice, on the job observations 

and post course assessments are essential to maintaining standards and ensuring that language 

trainers are confident in their ability to deliver on the course curriculum. Even the most 

experienced teachers can benefit from their application. Continuous development of training 

methods, however, is also central to fulfilling the requirements of CLE clients.  
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NISTA: CHAPTER 7 

1. Introduction 

Today's language services environment is more competitive than ever before. A growing 

marketplace for CLE courses means increasing discernment on the part of company clients. 

This in turn means language service providers must hold themselves to higher standards not 

only in courses offered, but in the teachers chosen for such courses. The environment for 

teachers is also competitive as the demand for teachers trained in current techniques 

continues to grow. As result, teacher development is now a fact of life for teachers of general 

English and CLE. 

2. Current training tools and materials: 

In general, teacher development has two main functions: a) to reinforce the skills and 

knowledge a teacher already has; b) to extend a teacher's skills and knowledge into new 

areas.  

In the case of CLE courses, teacher development is also a way to meet the special and often 

highly specific needs to company clients. To that end, schools that wish to be competitive 

must provide   access to training tool and materials in certain key areas. 

Perhaps the most critical part of the beginning stages of CLE course design is needs analysis. 

Needs analysis is not only critical because CLE company clients have very specific needs, 

but because doing a proper needs analysis establishes a positive relationship with clients, 

communicating to them that they are in competent hands. But just as course needs analysis 

does not end in the course planning stage, the methods used in needs analysis by a teacher 

must be continually open to revision. As an area of teacher development, reinforcing and 

extending needs analysis is key. 

Depending on the experience and background of our CLE instructors, Nista provides an 

informal refresher course on needs analysis as shaped by our past experiences with CLE 

clients. Discussions are held with CLE instructors on the principles behind needs analysis. 

We also discuss the specific methods (presented in previous chapters) we use to assess needs 

for CLE clients. Teachers are heavily involved in the needs analysis process for CLE courses, 

not only in carrying out certain aspects (e.g. distributing questionnaires), but by being in an 

ongoing dialogue with the school and course participants. 

Nista also maintains a healthy library with books and articles devoted to the topic of needs 

analysis. Teachers are encouraged to read (or refresh their memory on) both the landmark 
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works in the field, but also stay up to date on the latest articles in journals and on a variety of 

teacher resource websites. 

An important part of teacher development is giving teachers access to the best materials 

available for a given course. Because a CLE course is so specific, and its materials so highly 

tailored to suit the needs of the client company, we not only directly provide the relevant 

teaching materials when possible, we encourage teachers - many of whom are young and 

highly savvy with technology - to seek out new materials in addition to those we can provide.   

For example, a major logistic company engaged Nista to provide a CLE course. Having 

worked with the company in the past, we were aware of basic facts about the company 

including the general makeup of the employees (age, nationality, languages) and the basic 

purpose of the company. But the CLE course to be taught had a very narrow range of 

participants engaged in a particular set of tasks: negotiating new contracts and coordinating 

their implementation. 

We encouraged one of our talented new teachers to supplement our existing materials with 

new materials to better meet the needs of the client company in its new course. To our great 

satisfaction, the teacher managed to find not only a textbook devoted to the specialized 

vocabulary used, but a set of online sites focused on the professionals in the same field. An 

online forum in which aspects of their line of work were discussed in everyday English 

proved highly useful and was of great interest to course participants. 

The task of augmenting our existing materials with new, tightly focused ones was of real 

benefit not only to the company client, course participants, and our school - but also to 

teacher, who having sought out these novel materials gained valuable experience and skills. 

Further, the teacher had improved confidence with which to meet both the course at hand, but 

also challenging future courses with a similarly narrow field of focus on materials.   

It is clear that in today's competitive environment outmoded methods of instruction no longer 

suffice. This is true not only for general English courses, but also especially true for CLE 

courses. CLE course participants are not pursuing the goal of language improvement casually 

in their leisure time; on the contrary, they are under time pressure and have high demands for 

results. As result, teachers in CLE courses must have a repertoire of methods and approaches 

they can employ to face specific course needs. But teachers today often have varying 

backgrounds with grounding in very different styles and approaches. Further, teachers with 

past grounding in certain teaching methods can always benefit from fine tuning. Teacher 

development in the area of specific skill-sets is of clear benefit to all. 
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Unlike a number of schools, Nista encourages a culture of active teacher development. It 

begins with the hiring process: energetic teachers with a good background in contemporary 

methods and approaches go a long way toward meeting CLE company client needs and 

achieving customer satisfaction. 

Regardless of whether a teacher is firmly grounding in a given approach (for example, task-

based learning) or not, at Nista we maintain a three-pronged approach in order to maintain or 

extend a given skill-set, as the case may be, as part of our teacher development. 

• Theory 

 We maintain a strong reference library in which teachers have free access to key 

introductory materials on TBL – task-based learning, CLT – communicative learning 

teaching, and more. Teachers who come from different backgrounds can directly acquire the 

theoretical principles from the literature before moving on to practice. 

• Teachers with teachers 

 We organize mentoring opportunities among teachers in which a given skill-set can be 

taught from one teacher to another in a one-to-one way. This encourages reciprocity among 

teachers: inside tips and personal experience is exchanged. Teachers will demonstrate for 

other teachers in both real and mock classroom settings. This direct transmission of skills and 

personal knowledge is highly useful and has been greatly successful in driving teacher 

development. 

• Direct observation 

 We give teachers the opportunity to be observed by other teachers, the director of 

studies, and managing directors in both real and mock classroom settings. This is the highest 

level of teacher development in this area, in which teachers are able to demonstrate their 

mastery of the skills in question for other professionals who both rate their performance 

according to objective standards but also offer helpful subjective feedback. 

3. Ideas and recommendations for development: 

In order to assess the relationship between teacher development and CLE customer 

satisfaction, we have employed in recent years a method of analysis in which we compare 

recent teacher development with quantitative customer satisfaction results. At the end of CLE 

courses, we give teachers questionnaires in which they identify the types of teacher 

development undertaken before or the start of the course. We ask for specific information on: 

• how recently they refreshed their background in needs analysis and specifics on how 

this  teacher development shaped the CLE course 
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• how recently they undertook teacher development in areas of teaching skills, 

specialized vocabulary, and developing course materials, and specifics on how teacher 

development in those areas shaped the CLE course 

• how recently they participated in teacher-on-teacher mentoring and direct observation 

by the director of studies and managing directors; a subjective assessment on the 

helpfulness of the mentoring/direct observation; and specifics on how the it was 

implemented in the CLE course 

We correlated the teacher development questionnaires described above with the client 

company satisfaction results for twelve (12) courses. We found that when teacher 

development was undertaken in two or more areas, there was as much as a thirty percent 

(30%) increase in client company satisfaction scores. 

We also found that teachers who routinely engaged in teacher development practices on 

average achieved higher levels of client company satisfaction (15-20% higher satisfaction 

overall). 

4. Conclusion 

Teacher development is an integral part of providing successful course offerings in today's 

competitive environment. It provides objective measurable benefit in terms of customer 

satisfaction scores at the end of CLE courses. It also aids teachers professionally by 

increasing their skills and knowledge, as well as increasing the overall success of language 

providers in doing their jobs. 

  



167 
 

CHAPTER 8:  

WHAT IS THE GENERAL OPINION OF STAKEHOLDERS (TEACHERS, 
STUDENTS, HUMAN RESOURCE MANAGERS OF CORPORATIONS ETC.) 

ABOUT CLE (SURVEYS AND DEEP INTERVIEWS) 

 

 

Chapter Summary: 

The companies decide for CLE courses in order to educate their employees on specific topics 

that are relevant and connected to their business. When the company gathers 3 to 4 different 

proposals of various CLE providers, it is not always the price that determines their choice, 

but the effectiveness of the language school in implementing and continuously adapting the 

specialized content. The methods of obtaining, measuring and monitoring feedback and 

opinion somewhat vary between language schools: some have used paper based 

questionnaires, made face-to-face meetings or discussions with clients and some conducted 

deep interviews over the phone. It is very important that everyone involved is satisfied and 

this is ensured by receiving feedback on the impressions, opinions and progress of those 

involved – sponsors, learners and teachers. 

Compared to the general language, it is certainly more difficult for the teachers to prepare for 

the CLE courses. While preparing and implementing the CLE courses, teachers experience a 

personal as well as professional growth. The learners find it harder to concentrate and to 

follow the CLE courses, compared to general language courses. They are a bit less motivated 

to learn the specialized language because they feel pressured to attend the course paid by 

their employers. Eventually, they notice a great difference in progress and how they benefit 

from it at work. 
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ANTENER: CHAPTER 8 

1. Opinion of the stakeholders 

Our school finds it very important that all the stakeholders are satisfied and have a high 

opinion of our services thus it is very important to know their opinions and try to get 

feedback as often as possible.  At Antener it is mostly done by phone or face to face in case 

of communicating with HR managers and our teachers at the beginning and during the course 

as we think having a personal contact is crucial in keeping good relationship with our 

stakeholders. 

Otherwise we usually conduct surveys for this purpose at the end of the course which are 

given to the participants by the teacher and they are filled out anonymously.  At the 

sponsoring company it is the course organizer of the company (usually the HR manager) who 

is mainly asked in form of an online form that we ask them to fill in at then end of the course. 

In case of resigning a contract with a company or in case of having previous experience with 

a certain company we ask questions about their present opinion of our school and what future 

changes  they would like to see at the beginning of the course. 

The result of the feedback from the students is communicated towards the Sponsors in order 

to build up a better reputation and promote our services, the feedback we get from the HR 

personnel is gathered for the purpose of self improvement so the questions mainly focus on 

things they were especially satisfied with in terms of organization, course management, their 

impression about the teacher, the course, the improvement of the participant of the course and 

the realization of their goals and aims about the course. 

 

2. Opinion of Sponsors 

As Companies give the financial support to the participants of the course, their opinion of our 

services has significant importance for us.  That is why it is important to know at the very 

beginning what their expectations are and what we can provide in a given timeframe. 

As we have stated before, Hungarian CLE market is very price sensitive, so giving a 

competitive price is very important when they chose their CLE provider. However , having a 

good reputation is almost as important as giving a good price so having a positive 

relationship and trying to create a positive image from the early stages of contact is essential.  

Based on our experience, the main factors that determine the opinion of a sponsor about a 

CLE provider are: 
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- organization and management :  sponsors take it as a sign of professionality and 

experience when all the organizational and course management tasks go smoothly 

from conducting level testing at beginning of the course to the very point when 

students are given the certificate about their achievements at the end of the course. 

- availability: It is also important to have a contact person from the side of the school 

that the HR managers or the companies’ course organizers can contact in case of any 

problems. Sponsors feel that they are valued and taken care of if there is a continuous 

contact or at least a possibility and various channels of contact with their CLE 

provider. 

- measurable and guaranteed results : Sponsors will have a high opinion of a given 

school if they can provide measurable results which show the improvement of the 

participants of the course and give some kind of a guarantee that they can meet the 

expectations, aims and goals of the sponsors that they set at the beginning of the 

course. 

- reputation: It is always a plus if a given CLE provider already has a good reputation 

on the market as networking and customer relationship and being able to provide 

good reference  has very high importance on the Hungarian CLE market. 

 

It is important that the sponsors see the improvement of the participants not only in test 

results and percentages but in the way they can effectively utilize the knowledge they gained 

while carrying out their daily duties at their workplaces. 

They need to realize what difference CLE makes for their companies and thus see this 

sponsorship of their employees as future investment for the success of their companies on the 

market. 

 

3. Opinion of Learners 

Learners mainly form their opinion about the schools based on their experience with the 

teacher so it is crucial to choose the appropriate teacher for a given course. For this, it is  

inevitable to have a good relationship with the teachers and to know them personally and we 

believe this is why it is beneficial to have a face to face interview with both the students and 

the company's’ course organizers as this way it is more likely that that the participants will 

have a similar level of knowledge and interest in learning and that they will be assigned an 

appropriate teacher who can deliver the lesson according to their needs and expectations. 
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Based on the student satisfaction questionnaires, and our experience learners mostly form 

their opinion based on : 

- the teacher of the course: The personality and professionalism of the teacher is the 

most important for the students. If they feel motivated and inspired by the teacher and 

they feel useful knowledge is delivered to them,they will generally form a good 

opinion of the course. They are also more likely to sign up for the next course if they 

can have the same teacher who they already like and trust. 

- classroom atmosphere and experience:  Students form a positive opinion of a course if 

they feel relaxed and experience the feeling of success and confidence in using the 

target language in role-play like situations. 

- after class experience : Students mostly feel how useful their language course is when 

they can successfully and confidentially use the language in an out-of-the-classroom 

environment as well. It will boost their confidence and they will give a positive 

feedback on the course. 

- assessment: Students like to be measured and assessed not only at the end but during 

the course as well. They got used to being marked during their school studies and they 

like to see that their improvement is being checked on a regular basis. 

- measurable and personalized feedback: Not only because it is a requirement from the 

side of the sponsors that the participants reach a certain percentage on their final test 

but also because it is important for the individual student that they like to achieve a 

high percentage and if they can, they find the course was very effective and useful. 

But what is more important is to give students a personalized feedback. After each 

course the teachers give a written and personal feedback about each participant that is 

forwarded together with the end course results to the HR managers. According to our 

experience students value this feedback more than any other feedback, as they feel 

valued, they feel their personal improvement is well tracked and followed by both the 

CLE provider and their managers. 

 

4. Opinion of Teachers 

The opinion of our teachers is very important as they are the ones who deliver the lessons and 

they are the primary contact between our school and the participants thus they mediate our 

school´s values and policy towards the participants. We would like to make sure that our 

teachers stay loyal to us and work with us in the long run and for this it is crucial to know 

what they think of our school and the courses they have to teach. In order to receive this 
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feedback from the teachers at Antener there is no questionnaire or survey but our course 

organizers are constantly in touch with the teachers, they always have a possibility to tell 

their opinions and experiences about the groups they are teaching and there is always 

someone available that they can turn to in case of any personal or professional issues. After 

the first few lessons we always call our teachers to ask them how the lessons went, how is the 

group and the company, if they have any questions or concerns and both during and at the 

end of the course they give us feedback both about the company and the participants of the 

course. 

Our teachers have a very varied teaching background and experience but in general - based 

on the feedback provided by them - they enjoy the challenges and rewards of teaching CLE. 

Most of them stated that they love teaching corporate clients because they can learn a lot of 

new things, become experts in different fields of industries in terms of technical vocabulary 

and processes that are carried out at different departments of the companies. CLE teaching 

requires a great deal of preparation so it gives the teachers a good opportunity for 

professional development, a good practice in creating tailor made materials and lessons.  

They also claim that teaching corporate clients is very rewarding as these participants are 

usually very motivated and ambitious. They also usually stay loyal to their teachers and 

would like to continue their studies with the same person which is beneficial for both the 

teacher and the students. 

In terms of preferences there is no industry that stands out noticeable from the others, but we 

can say that most of our teachers prefer teaching groups of students from different 

departments of the same company rather than having lessons with one-to-one students who 

are generally heads of departments or managers. The main reason for this that groups allow 

more possibilities for student interaction and more space for trying different teaching 

methods and a lot of participants have the opportunity to interact with each other who 

otherwise never meet at their workplace which always creates a very good classroom 

atmosphere. 

 

5. Conclusion: 

Reputation is one of the key factors to a CLE provider’s success. In order to reach a high 

level of reputation on the market it is very important to be highly valued not only by our 

sponsors and their human resource managers, but also by our students and teachers. To reach 

this level and to make sure that companies see the need and effectiveness of CLE as such, we 

need to make sure that we from a positive opinion at the very first contact with either the 
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sponsors and the students or with our teachers by giving high quality services, providing well 

qualified teachers and working environment and trying to get continuous feedback from all 

the stakeholders. 
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Appendix 

1. Sample questions asked from human resource managers after the start of the course ( 

usually conducted via phone, in form of an informal conversation ) 

- Has everything gone smoothly ? Is everyone satisfied with their group and the level ? 

What is the initial impression of the lessons ? Are the students satisfied with the 

teacher so far? 

 

2.  Sample questions asked from teachers after the first few lessons with a new group( 

conducted via phone in form of an informal conversation ) 

- Have you find the location ? How was group ? Has everyone showed up ? What was 

group dynamics like ? Is the level of the students about the same ? Do you need any 

extra resources/ help for the course?  

 

3. Sample questions asked from students after the course : 

- On a scale of 1 to 5 ( 1 -disagree, 5 - totally agree) please rate the following 

statements: 

During the lessons I had enough possibility to use my spoken English:  1 2 3 4 5 

The material/ course book used during the course suited my level: 1 2 3 4  5 

The content of the material was what I expected 1 2 3 4 5 

The teacher was always well prepared : 1 2 3 4 5 

I would continue learning from the same teacher: 1 2 3 4 5  
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BRIDGE LANGUAGE STUDY HOUSE (BLSH): CHAPTER 8 

 

Opinions of the STAKEHOLDERS  

When we evaluate the expectations and success of our CLE courses, we take into account the 

opinion, expectations and feedback of all the involved stakeholders (students, teachers, 

participants, sponsors) since all the parties are key elements for the successful collaboration 

in organizing the CLE courses.  

In the needs assessment process the course manager of BLSH has a main role because they 

prepare the conditions that will be applied throughout the course, participates at meetings 

with corporation managers and establishes which teacher would suit each course the best and 

checks the teachers demands (availability, schedule etc.). 

In opposition, during collecting and analysing the ongoing feedback, the tasks are being 

shared between the teachers, our course managers and the managers of the clients, for 

example: final course feedback questionnaires are being collected by teachers; the direct 

managers of participants (ex. department managers, human resource managers) conduct 

annual assessments within their companies as part of the employees’ annual evaluation where 

the linguistic evaluation is also part of this assessment; our course managers have feedback 

discussion with their teachers and with the managers of the corporate clients. 

Usually, the opinion of these stakeholders is collected through paper based questionnaires or 

online versions of the needs analysis and feedback questionnaires, face-to-face meetings or 

discussions with the clients and meetings and discussions with the teachers. 

Via these instruments, we target to obtain answers to the following main questions (not 

exclusive list): to see if teachers can use predefined teaching materials, or the teaching must 

be based on an adapted curriculum; how much time students can dedicate to homework, since 

homework is considered an important part of the learning process; how useful the courses are 

for the participants, for  their everyday work and for the business; if the teacher has met the 

expected needs; etc. 

 

 

SPONSORS  

In the case of CLE courses our strategy is to develop long-term collaborations, these are more 

fruitful for clients and they also offer us and our teachers a more stable ground. Our price 
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offer is not the cheapest in our area, but the quality of education we offer is better than our 

competitors'. 

In consequence, when corporations decide to select a language school, they ask for 3-4 price 

offers from different language providing companies. In this phase we can state, that the prices 

included in the price-offers are decisive, though not exclusive. That is because usually 

corporations go with the best quality-price ratio offered by the tenders. So as a second phase, 

corporations request trial-period (ex. teaching a module without having a contract yet), ask 

for recommendations from other clients or ask a more detailed offer which also includes the 

indicators/results the companies will obtain. In this second phase the quality of services 

influences the decision of clients even more than the prices offered to them.  

The opinion of our corporate clients is also important after the first contract ends, because 

then they decide whether to continue learning languages with us, or choose to cooperate with 

another institution instead. Over the time we observed that this decision depends very much 

on the feedback of the course participants as regards to the usefulness of our services and 

how much the knowledge they have acquired helps them in their everyday work. Based on 

our observation if participants are satisfied at a rate of 80% or more, the chances that the 

corporation remains loyal are high. However, if the satisfaction rate is less than 60%, it's 

quite sure that the corporation will prefer to cooperate with a different institution or no longer 

sponsor the courses.  

Based on the feedback we received from corporations, our CLE courses bring the following 

main benefits for their business: 

- increased capacity to cope with everyday work-related communication situations, ex. with 

colleagues from subsidiaries or mother-corporations (ex. e-mails, online meetings, face-to-

face discussions, written documents, etc.); 

- a better capacity to cooperate with foreign clients and, in conclusion, better international 

selling results; 

- better results obtained during knowledge transfer events ex. those organised between parent 

and subsidiary institution; 

- the staff attending language courses are more open to cultural differences and have a better 

cultural understanding; 

- staff members who have foreign language knowledge have greater confidence and can 

maximize their professional skills; 

- increased chances for the company to evolve globally; 

- a more efficient use of work-time of the staff (ex. not so much translation is needed); 
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- reduces costly errors by avoiding misunderstandings and miscommunication between 

employees from different countries; 

 

 

LEARNERS  

As for learners, the needs and feedback are offered via assessment questionnaires before, 

during and after the course, collected by the course manager of BLSH or by the teachers. 

Most often the response ratio is higher than 80%.  

Based on the needs analysis questionnaires the teachers adapt the curriculum and are able to 

better prepare for the course.  

Concerning the feedback received during and after the course, the responses are usually used 

for: adapting the curricula, introduce new teaching methods, subjects, to put emphasis on 

different skills based on the preferences of learners; analyse whether the teacher is suitable 

for the participants (sometimes personalities just don't match); analyse whether the course 

met the previously set objectives; etc. 

 

TEACHERS  

In the case of teachers the course manager of BLSH discusses personally with the teachers 

and collects information about: their needs/demands (ex. time availability, possibilities to 

travel to the companies, their schedule); their perception and opinion about the courses during 

and after their implementation. 

Generally teachers like to teach at corporations, however they have a more positive opinion 

about the general courses compared to CLE courses, because of the following reasons: 

- during CLE courses they perceive a lower motivation for learning and a weaker 

involvement from the part of learners, as compared to general courses; 

"The rate of involvement and motivation is lower during CLE courses, especially because 

within general courses students have a stronger knowledge about what they want to know and 

they also pay for attending these courses. During CLE courses students are often forced to 

learn by their work situation ex. when they are part of a project, or their managers ask them to 

attend the course, so it's not their own choice" (S.S.CLE teacher) 

- during CLE courses students lose their attention more easily and don't focus so much 

"I often see my students are absent, they can't disconnect from their work, they are thinking 

about the tasks they left behind in order to attend the course" (S.S.CLE teacher) 

-  during general courses they feel more comfortable during preparation and delivery 
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"When I have a general course, I already know where I can find materials, how the 

equipments works, how big my classroom is. In corporations I need to constantly adapt, as 

there is no interactive whiteboard, the classroom is sometimes way too small for such a big 

group, I can't make a copy so easily and so on. Sometimes the students saw there is no 

flipchart in the room and took their own flipcharts to the classes afterwards" (S.S.CLE 

teacher) 

- the teacher-student relation is often more solid in the case of general courses 

"I feel during general courses there is a better chance to develop a good teacher-client 

relationship, though of course this also depends on the number of participants. " (U.T. CLE 

teacher). 

What teachers like about CLE courses: "Students are more competitive in the case of 

corporate clients, especially women"; "Though motivation is lower, students are more 

ambitious to continue learning languages, most probably because they are often facing in 

their work environment the need to know a language " (U.T., CLE teacher). 

We sensed that teachers have no preferences as regards to the industry of the corporations. 

 

CONCLUSION 

Since all the involved stakeholders have a role in an efficient cooperation between language 

schools and corporations, the key is to evaluate the needs and feedback of all the parties 

involved in the language programme. Based on the feedback received during years we can 

state, that the language services offered to CLE are beneficial for all the stakeholders, no 

matter if we talk about participants, corporations or teachers. However, as compared to 

general courses, CLE programs are harder to organise and implement. 
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GHOTI PROFESSIONAL ENGLISH: CHAPTER 8 

1. Opinions of Stakeholders: 

Ensuring the satisfaction of all stakeholders is one of the core tenets of business activity. A 

CLE client will not renew lessons if they are convinced that the promised service was not 

delivered. Students will request a change in service provider if they are not satisfied with the 

performance of the teacher, the relevance of the material, or the overall effectiveness of the 

course. Teachers will not deliver their best if their own needs are not met. Comprehensively 

evaluating the satisfaction of all these stakeholders is the first step towards being able to 

address any shortcomings that take away from Ghoti’s business activity. 

The aim of conducting surveys is to check if Ghoti has successfully met the expectations and 

goals of a CLE course that were established in initial meetings. This involves sponsors and 

learners filling out questionnaires that include both numeric ratings on the class and open-

ended responses to a series of questions. These are always done at the end of a block of units 

(e.g. 30 to 40 units). Teachers are also surveyed at the end of a block of units through open-

ended responses to questions on any difficulties that arose during the delivery of the course. 

The results of the surveys filled out by sponsors and learners help Ghoti to improve our 

service offerings, and the results of the teacher surveys help us to improve our support for 

them and to identify any unique difficulties that a specific client may present. 

 

2. Opinions of Sponsors: 

There are several reasons why companies hire language providers in Austria to train their 

staff. Many companies ensure that employees are provided with at least one training 

opportunity a year to improve their professional skill set, and the acquisition of language 

skills is one such possibility. The goals of these courses fall into four major categories: 1) 

The improvement of a specific skill set (e.g. email writing), 2) Immediate assistance with a 

job-related demand (e.g. the writing and presentation a specific report, in English), 3) 

Maintaining their language level, 4) Advancing their language level. Knowing which of these 

four goals is the reason behind the commission of a language class is essential to presenting a 

relevant offer with a corresponding curriculum. If a client is expecting a two-day workshop 

on email writing and the service delivered is a half-day on email writing and a day and a half 

on grammar exercises, the promised service has not been delivered. At the same time, if a 

client expects that a two-day workshop on email writing will also mean that the participating 

students will suddenly advance from A1 to A2, it must be made clear at the outset that this is 
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not possible. Managing client expectations based on their needs and the kind of course they 

have ordered is key to ensuring that their opinion of Ghoti’s service offerings is accurate. 

In order to gauge the general opinions of Ghoti’s clients, questionnaires are distributed to the 

HR personnel and anyone else involved in the running of the course on the clients’ end once 

the course, or a block of units, has been completed. Quantitative and qualitative information 

(see Appendix) are collected. In some of the most recent survey data collected35, the feedback 

received from open-ended responses gave Ghoti insights in how to improve our service 

offering. In general, client feedback was positive and specific recommendations were given 

towards streamlining our class cancellation policies, which was judged to be somewhat 

inconsistent, and towards ensuring sure that students are properly assessed (tested) and that 

the students are made aware of this necessity in order to encourage increased attendance. In 

terms of course costs, no concerns were mentioned as Ghoti remains one of the lower cost 

service providers in Austria. 

 

3. Opinions of Learners: 

The opinions of students on the course that has been delivered can easily determine whether 

or not a course, or a further block of units, is commissioned right away or in the future. In 

many ways, the students are the direct customers since they are the ones directly receiving the 

service. If they are dissatisfied, but still want to improve their language skills, they will 

simply request the use of a new service provider. Therefore, collecting information about the 

opinions of students on Ghoti and its language courses is done at the end of every course or 

block of units. Quantitative and qualitative information (see Appendix) are filled out while 

the teacher is out of the room and then sealed in an envelope to ensure anonymity. The 

questionnaire that is also filled in by the client’s HR or managing director also includes a 

question on student opinions about the course to ensure as much honest feedback as possible. 

What students say about a course outside of classroom hours, throughout the running of the 

course, can be of great use in correcting any problems in future. The results of the student 

feedback forms are examined by Ghoti’s managing director and discussed with the teachers 

that taught the course.  

As the questionnaires are filled out in class, usually on the last day of a course, there is nearly 

universal participation – with exceptions for students that were not present on that day. One 

                                                             
35 Collated responses from the last quarter of 2016 (1/10/16 – 31/12/16) and the first quarter of 2017 (1/1/17 – 
31/3/17). 
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common response, of the qualitative open-ended questions in the surveys36, is a realization by 

the students that more basic language skills are often needed to achieve the specific tasks that 

requested to work on. It is one thing to have a list of standard email or telephone phrases that 

can be copy and pasted or recited aloud, and quite another to be in a situation where they 

must answer an email or talk on the phone in greater detail. Another common response, that 

varies from student to student, is their opinion on the use of material. Some students prefer 

lists of grammar terms, other prefer to put these into immediate practice without going down 

a ‘checklist’. The same is true of learning exercises. Some students greatly enjoy the chance 

to participate in, for example, negotiation roleplays, others are averse to engaging in any kind 

of simulated exercises. These criticisms, however, or more a declaration of preferences and 

can change a great detail between different groups of students in the same company. 

Knowing these preferences or aversions, however, helps Ghoti to plan future classes that 

match the specific needs of individual students as much as is possible. The results of all the 

questions, both quantitative and qualitative, are shared with the teacher before the 

organization of lesson plans for future classes. 

 

4. Opinions of Teachers: 

The surveys distributed to teachers at the conclusion of every course, or block of units, are 

intended to give teachers a chance to highlight areas of difficulty in the class and what 

additional support, if necessary, is needed for them to successfully deliver the promised 

service. In cases where there have been significant problems in a class, the teacher survey 

also gives the teacher an opportunity to ‘tell their side of the story’. While it is obviously 

preferable to avoid situations like these altogether and to address them as soon as they arise, 

we find it important to afford our teachers the chance to make sure their positions are also 

clearly presented.  

The results of these surveys37 (see Appendix) often deliver unique insights into the make up 

of a class and their preferences for exercises and material. At times, there are divergent 

expectations between what students want to be taught and what their companies want them to 

learn, which only the teacher becomes aware of in the process of teaching. These surveys also 

provide teachers the opportunity to give their preferences on what classes they teach and what 

industries they prefer, which are taken into account when assigning new classes. Requests for 
                                                             
36 Collated responses from the last quarter of 2016 (1/10/16 – 31/12/16) and the first quarter of 2017 (1/1/17 – 
31/3/17). 
37 Collated responses from the last quarter of 2016 (1/10/16 – 31/12/16) and the first quarter of 2017 (1/1/17 – 
31/3/17). 
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new materials or new sources of language exercises are also addressed. Addressing these 

requests, preferences and suggestions is of great use in improving Ghoti’s language courses 

and ensuring teacher satisfaction. 

 

5. Conclusion: 

The use of surveys that collect both quantitative and qualitative data, administered to 

students, teachers and CLE clients, is the main process Ghoti has for assessing the general 

opinions of our stakeholders on the lessons that are taught and how this service is delivered. 

The feedback from our clients helps us to improve our service offerings. Student feedback 

provides valuable insights in how to improve our course material and teaching methods. 

Teacher feedback highlights areas of needs that may not being met. Providing all these 

stakeholders the opportunity to give open-ended responses is essential in improving their 

general opinions of Ghoti’s CLE courses. 
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Appendix: 

Sponsor/Client Survey Questions: 

Quantitative Survey: Please rate the quality of service from 1 to 5 (1 = very satisfied, 5 = not 

satisfied at all) 

1. The delivery of the course was conducted in the planned time frame. 

2. The service was flexible as promised. 

3. The agreed upon curriculum was followed. 

4. The teacher was professional at all times. 

5. The course goals were achieved. 

 

Qualitative Survey: Please respond with as many words as you need. 

1. What feedback have you received from the students about the course? 

2. What could Ghoti change about the administration or delivery of the course to improve it? 

3. Was anything to your disliking? 

 

Student Survey Questions: 

Quantitative Survey: Please rate the quality of service from 1 to 5 (1 = very satisfied, 5 = not 

satisfied at all) 

1. The teacher was professional at all times. 

2. The teacher was prepared and knowledgeable of all the material presented. 

3. The teacher was effective and in control of the class. 

4. The class material was relevant to the course goals. 

5. The course goals were achieved. 

 

Qualitative Survey: Please respond with as many words as you need. 

1. What did you like most about the course? 

2. What could the teacher do to improve the course or their delivery of the class material?  

3. Was anything to your disliking and what would you change about the course? 

 

Teacher Survey Questions: 

Qualitative Survey:  

1. What unique problems or issues did you have in the delivery of the course? 

2. Were there any problems with student participation and completion of homework 

assignments? 
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3. Was the curriculum relevant to the needs of the students? 

4. What, if anything, would you have changed about the course? 
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NISTA: CHAPTER 8 

Introduction 

The success of every CLE course relies on several factors and many people are involved in this 

process. To check the quality and success of what we do, we periodically ask for feedback. We try to 

collect feedback from sponsors, human resource departments, course participants and teachers. We 

also try every year to revise our feedback forms and questionnaires to make sure they are up to date 

and give us concrete and reliable responses.  

STAKEHOLDERS  

Our managing director and the director of studies usually conduct three surveys per each course. At 

the beginning of the course a survey is conducted in order to design the curriculum and assess clients’ 

needs. We also ask for a meeting with HR before we send out a course offer, during which we try to 

find out as much as we can about our clients' needs and their views of CLE. In the middle of the 

course we want to check by a second survey if everything is going according to their expectations and 

if there are any changes needed. The final survey at the end of each course helps us gather the final 

feedback and do our course summary.  

Previously, we used paper-based questionnaires for course participants at the end of each course. Two 

years ago we switched to Google forms. Using Google forms has had mixed results. We always try to 

keep up with the newest technology and we thought that switching from a paper-based feedback 

questionnaire to an online one would be easier, faster and modern. In one way it is better because it is 

easier to generate a summary report of all the responses, but on the other hand, fewer people decide to 

fill in the questionnaire if it is just sent to them via e-mail. We then send e-mail reminders and often 

get a few more responses but never 100% participation.  

SPONSORS  

When choosing a language service provider, companies and sponsors consider different factors. It 

depends a lot on whether the company is public or private. In the Koper area state companies and 

institutions must gather at least four offers and then choose the cheapest language service provider. 

Therefore, public entities focus mainly on the bottom line. Private companies however consider other 

factors, e.g. whether the teacher is a native speaker, the teachers' qualifications and experience, etc..  

Certain companies and HR departments have different metrics for the successful completion of a 

given course. Some companies are very adamant about the final test passing score. Students may in 

some cases not perform well in their final test due to several factors, e.g. feeling anxious, lack of 

concentration, etc. Teachers who have had these students for several months know them better and 
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will overlook the results of the final test if they are not an accurate reflection of student progress. The 

HR department, however, merely looks at numbers and percentages.  

Sponsors often care very much about the participants' attitude towards the course, attendance and 

general performance. Some expect a report from teachers or the managing director. In their opinion, if 

a participant was at least 80% present and they worked hard during the course, there should be a 

change in their performance at work. They should be more confident in their written or spoken 

communication with their business partners from abroad because specific skills have improved, e.g.  

negotiating, presentations, problem solving, telephoning.  

LEARNERS  

The managing director or the teachers hand out the mid- and end-of course feedback questionnaires. 

The questionnaires distributed in class have a 100% response; results depend a lot on how we present 

the purpose of the questionnaires to them. In past years, we have noticed that some learners felt 

uncomfortable when they wanted to write a negative comment and the teacher was in the room. We 

now ask teachers to leave the room and have participants put the questionnaires in an envelope. In this 

way, they feel they have more privacy and freedom to express their opinion. The surveys help us 

maintain a control over the quality of our courses and guarantee that we will be able to keep up the 

good work or improve in areas that need changes. A very important outcome of the surveys is the 

series of testimonials that we get which we can publish on our website or later use as a reference when 

sending out new offers to other companies, preferably from the same industry.   

When collecting feedback from learners we normally give out two questionnaires to check the success 

of a course. We have a general satisfaction questionnaire (see Appendix 1) and a self-assessment form 

where they can self-assess the progress they feel they have made in the different areas of a given 

course. As mentioned in previous chapters, we believe that learners, who feel they have made some or 

good progress are satisfied overall with our services.  

The learners notice the difference between business and specialized language courses. The tailor-

made courses that suit their work positions are the most effective with the quickest results. To be able 

to learn the specific tasks on the course and use them the next day at a meeting is very useful. The 

problem with the courses is always attendance. When the learners have a heavy workload, they find it 

difficult to attend the course and when they are present, they cannot keep up with course work which 

creates problems and can reflect badly on them as employees. As with any other courses, for CLE, 

classroom atmosphere and teaching methods are also paramount. 

All reports and certificates with test results and overall comments on their progress and performance, 

are forwarded to the human resources manager, which they keep as records to evaluate the employees.  
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TEACHERS  

We periodically have meetings with our CLE teachers, native speakers and non-native speakers alike. 

The teachers who prefer teaching CLE courses definitely like challenges. The teacher’s preparation 

for the course is a bit more complex because they must include all of the clients' needs and they have 

to be ready for changes in the curriculum – they often must have a plan B. 

They notice a big difference in teaching students attending a business language course at our centre 

which they paid for themselves compared to the students attending a course organized and paid by the 

company. The attendance is usually lower because some of them do not appreciate the sponsor’s 

effort and investment in their staff. The teachers find the students under a lot of stress and not being 

able to concentrate during the course due to their workload. 

CONCLUSION 

We wouldn't be able to offer tailor-made and high-quality CLE and general language courses if we 

didn't ask all the people involved for their feedback, suggestions and comments. We use a variety of 

ways to collect feedback e.g. written questionnaires, formal and informal face-to-face meetings, 

phone calls, and written or spoken correspondence, and our ultimate goal is to have all people 

involved satisfied and motivated from the creation of the curriculum to the final end test results.  

 

 

 

 

 

 

 

 

 

 

 

 



187 
 

APPENDIX 

END OF COURSE 

Customer feedback questionnaire  

Course contents  

1. Course book and other materials: 
___________________________________________________________ 

2. Use of technology (videos, audio, visuals, etc.): 
___________________________________________________________ 

3. Course focus on all four skills (speaking, listening, reading, 
writing):____________________________________________________ 

4. Classroom learning 
atmosphere:________________________________________________
_ 

5. Teacher’s explanations and instructions: 
___________________________________________________________ 

6. Pace of the lessons: 
___________________________________________________________ 

Your Progress:  

Which area(s) have you improved the most:  

Which area(s) you still wish to improve:  

Has the course helped you at your work place? 

Do you communicate easily now with your business partners from abroad? 

Did you see immediate results after each lesson? 

Please describe your experience at Nista in a few sentences:  

May we have your permission to publish your testimonial on our website? 
Yes/No 
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CHAPTER 9:  

WHAT ARE THE GENERAL CHARACTERISTICS OF RETAIL LANGUAGE 
EDUCATION COMPARED TO CLE? 

 

 

Chapter Summary: 

When we compare the characteristics of Retail Language Education and Corporate Language 

Education we can see that they are mostly differentiated in terms of student motivation and 

needs, group size and type of people who enroll, skills in focus and materials in use. 

In case of RLE it is generally said that the groups are more homogenous as the participants 

have very similar needs and motivation, and it is easier to put Ss with the same needs and 

level in one group. RLE courses are mostly skills focused with usually a coursebook and with 

CEFR scale improvement as the main goal. Students have strong individual motivation and 

personal reasons for improving their skills 

In case of CLE there is a fixed number of employees from whom groups are put together, 

thus most of the times the groups are not homogenous with students at very different 

language level, there is a strong external pressure in motivation as participants attend by the 

requirement of their employers. There are clear pre-defined goals and targets and there is a 

big emphasis on measurable achievements by the end of the course. The curriculum is more 

tailor made and the classes are more task than skill oriented. 
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ANTENER: CHAPTER 9 

Retail language education and CLE education have some very basic differences thus it is 

important to differentiate between the two in terms of characteristics, student motivation, 

effectiveness, skills in focus and effective delivery of both. When delivering a language 

lesson, we need to take a number of factors into consideration such as the number of students 

in one group, what walks of life do they come from, what is their primary motivation for 

learning languages and last but not least what are their goals in language learning.  By trying 

to compare and contrast these two types of education below we will try to highlight the 

similarities and differences and the reasons why it is necessary to discuss them separately. 

 If we take a look at retail language education and its characteristics, first we need to 

look at how a language learning group is put together. The number of the students can be 

very varied, typically 5 to 6 students in one group but as language centers try to offer 

competitive prices for a group learning environment, these courses are only profitable if they 

can have a minimum of 5 to 6 students in one group and it is not rare that you find 8 or more 

students in a group. The groups are put together with students who have the same level and 

the same or very similar motivation in learning languages. We can generally state that it is 

relatively easy to put together a homogeneous group in retail language education which 

increases effectiveness and makes the delivery of the lesson easier. 

In terms of motivation students usually would like to advance on the CEFR scale or take a 

language exam. Most of the language centers specialize in one or two types of language 

exams and organize preparatory courses for these types of exams. Many times, they enroll 

their students to these exams as well and they conduct the language exams with their own 

examiners or they send their students to exam centers with which they have a well-

established relationship or even a contract. 

CEFR scale gives a good reference and measurable means to assess once language 

development. Usually the primary aim of a retail language course is to help students advance 

on the scale typically with a language exam as the final goal. Though we have to mention that 

nowadays the need and the importance of having a language exam is becoming lower and 

lower and students started to realize that the need of communicating effectively and with a 

greater confidence is more important thus the focus of education has started to become 

communicating and making students speak with more confidence rather than specifically 

aiming for a language exam. 
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When we talk about motivation we have to mention location as a very important factor in 

retail language education. Students tend to choose a location for their studies based on the 

schools’ location, and it seems it is just as important as the schools reputation thus most of 

the students at a language center either live or work in the vicinity of the school. 

The skills in focus usually are the four basic skills – listening, speaking, writing and reading – 

with most of the times communication in focus as this is the skill that Hungarian students feel 

they would like to improve the most as during their school education they did not have much 

chance to use their communicative skills. Keeping students’ individual needs in mind we can 

state that the four skills are mostly in balance in terms of teaching. Typically, these language 

courses are taught from course books as they consist of levels corresponding to CEFR levels. 

Experience also shows that students in these retail language courses prefer to learn from a 

given course book rather than other random materials prepared by the teacher as they feel 

they can keep track of their own improvement better this way. 

As opposed to retail language education courses CLE courses have very different 

characteristics in all the above-mentioned factors. It is typically different in the number of 

students as well as in participants levels, motivation and goals. 

In terms of the language groups it is typically a requirement from the part of the corporations 

to have small groups with a maximum of three to four students in one group. Although many 

times there are personal preferences that we try to keep in mind when putting together the 

groups, such as people who know each other and prefer to study in one group or the days and 

time when participants have free time to study. It is also not unusual that students keep 

joining a group, and it is important to handle these requests with flexibility. It is also common 

that participants are granted the possibility of a one-to-one lesson, especially if they are in a 

higher position and their jobs allow them to study during the day, rather than before and 

during working time. 

In a CLE course it is much more difficult to put together a homogeneous group than in case 

of retail courses. As we have mentioned before, personal preferences are sometimes more 

important and even though we carefully conduct initial assessments of students’ level, 

sometimes it is not possible to have students with the same level of language knowledge in a 

group. Students mostly also come from different departments so their goals and aims and 

target vocabulary can also differ which is one of the nice challenges of a CLE course. 

 In terms of motivation it is no longer the CEFR level that counts. Corporations want 

their students to have marketable knowledge as soon as possible. Participants need the 

language to be able to communicate with their clients, make phone calls, write emails, read 
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reports and make presentations in a foreign language. Students are usually highly motivated 

and eager to practice the skills they might need the next day at their jobs first in a safe 

classroom environment. Their motivation can be higher salary, a better position or many 

times it is inevitable to speak the target language better in order to keep their current position.  

Location is no longer a factor in motivation as CLE courses typically take place at the 

premises of the company and students come from very different locations with very different 

backgrounds which gives to the diversity as well as to the challenge of the course. 

 The skills in focus are very variable and very specific at the same time. Corporations 

usually have a very clear idea what sills they want their employees to be better at. Similarly, 

participants have their individual goals and are usually aware of the skills they need to 

improve. It is very important to set clear goals that the participants are willing to achieve by 

the end of the course as advancing on the CEFR scale is not the primary focus. These skills 

are addressed the best without the help of a course book as it is more effective to have a 

tailor-made curriculum than following a given course book which might cover some topics 

that the participants are interested in, but usually contain more topics that students cannot 

utilize at their jobs. 

 In conclusion we can state that these two types of language education courses have 

very essential differences and it is very important to know who our target group is, to be 

aware of their motivations and goals and the skills that need to be addressed in order to 

deliver our courses effectively. 
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BRIDGE LANGUAGE STUDY HOUSE (BLSH): CHAPTER 9 

Introduction 

The corporate language education differs from more points of view from retail language 

education. In order to enter the market of linguistic programs offered to corporations, 

language providers must first see the difference between teaching retail courses and a CLE 

courses and adapt the linguistic programs to the needs of client corporations. The most 

important differences between CLE and retail education are visible in the following fields, 

based on the previous experiences of BLSH: 

- the marketing strategies to attract clients;  

- the logistical arrangements needed to organise such a course; 

- the reasons and motivation behind attendance and learning; 

- the motivation of teachers to teach. 

Retail language education versus corporate language education 

1. Marketing strategies to attract attendants: 

Since the retail courses are offered to individuals, the marketing strategies must reach them in 

the first place. In the case of retail courses the most powerful marketing tools are the well 

ranked webpage, social media ads or paper-based materials. 

On the other hand the two most powerful marketing strategies in the case of CLE courses are 

price offers and oral recommendation. The website also plays an important role, however the 

oral recommendation (from one corporation to the other) is the basic means of marketing.  

2. The logistical arrangements of organising such a course 

The process of offering a CLE course is more complicated than in the case of retail linguistic 

programs. Firstly, because the communication-line is more elaborated (ex. Information will 

flow from the Human Resource Manager to the Students and to the Head managers, not 

directly from the language provider to the receiver/client). Secondly, the contracting process 

is also more elaborated, sometimes it takes a prolonged negotiation process before actually 

signing the contract. Also, measuring the needs is a bit more complicated than in the case of 

retail languages, since it requires not only to do level-assessment tests, but also to comply to 

the work-related needs (which are drafted by the HR department firstly, for example, not by 

the student himself). 

3. The reasons for and motivation behind attendance 



193 
 

In the case of retails courses the students enrol mostly for personal reasons, development, 

travel and work reasons. In the case of corporations the linguistic courses are offered 

exclusively for work-purposes.  

As regards to the motivation to attend the programs: in retail courses it’s more easy to 

maintain a high level of motivation for learning as compared to corporate clients. Firstly 

because the retail students pay themselves the course fee, so their motivation to attend the 

courses is higher than in the case of CLE students, who don’t pay these courses directly from 

their pocket. Secondly, CLE students rarely do the courses from their own initiative; they are 

mostly forced by circumstances or by the superiors. Of course they are specific situations, 

when students are highly motivated, but generally speaking retail students are more 

motivated to learn than corporate students. 

4. The motivation of teachers to teach 

Though the motivation of teachers is rarely taken into consideration, it is a really important 

factor in the success of a linguistic program. 

In the disadvantage of CLE courses, the teachers are more motivated to teach within retail 

language courses then CLE courses. Firstly because it is much easier to prepare for a retail 

course, the course materials are provided and with very little preparation a teacher can start 

their classes. In comparison, for CLE courses, teachers need to adapt quite a lot their 

teaching. For example vocational aspects need to be introduced within language education. 

Secondly, it is much more convenient for them to travel to our headquarters for retail courses. 

The corporations are all over the city, sometimes teachers spend hours on the road if they live 

far away from the company. 

Thirdly, the corporations rarely have a dedicated, well equipped room for teaching. So most 

often teachers have to carry with them books, dictionaries, cd-players, sometimes even 

projector. It’s much easier to provide a retail course from this point of view, since the rooms 

are already equipped by the language provider. 

Even if there are some disadvantages for offering a corporate language course as compared to 

offering retail courses, BLSH still considers it is worth to offer CLE. Mainly because after 

the first few clients, the language school doesn't have to do such a strong marketing campaign 

as in the case of retail: corporations tend to recommend each other a service provider that 

they are pleased with. Moreover, these corporate clients offer financial stability and offer 

teachers more  constant work. 

   

Conclusion 
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There are several differences in retail and corporate language education, starting from 

attracting the clients, to contracting, preparing and providing such a program. Even if the 

contracting, preparing and providing process is harder in the case of CLE, the marketing 

tends to be more costly in the case of retail courses. Also, CLE is bringing financial stability 

and also offers stability in giving a continuous work for teachers. 
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GHOTI PROFESSIONAL ENGLISH: CHAPTER 9 

1. Introduction: 

There are a number of general differences between retail language education courses and 

CLE courses that need to be understood in order to adequately prepare and deliver effective 

lessons. These differences include: group sizes and scheduling; designing a relevant 

curriculum based on student needs; motivation level of students. Only if these issues are 

properly examined and taken into account can the effectiveness of both retail language and 

CLE courses be guaranteed. 

 

2. Retail Language Education: 

Retail language education, being open to the general public, draws a wide array of people 

from different professional backgrounds with a range of different needs. Their motivations 

for learning or improving their language ability are similarly divergent, as are the 

effectiveness of the methods required to meet their individual goals. 

In retail group lessons, of between four and ten students, there are rarely more than two with 

a similar professional background. Naturally this means that it is not possible to focus on 

specific business-related material since it would alienate a large number of the participating 

students. But it is also uncommon for a participant in a retail group lesson to expect or 

demand such business specific material. Usually their focus is on improving their general 

language skills and are happy to follow along the CEFRL guidelines for advancement. In 

some cases, they are even privately preparing to take official language tests that match these 

expectations. CEFRL tests conducted by official testing centers, Cambridge Certificates, 

Austrian specific language tests that match CEFRL guidelines (e.g., language admission tests 

at the University of Vienna). They may, however, simply be taking a language course to 

prepare for their holidays abroad. These enormously divergent needs mean that it is often 

impossible to prepare any kind of strict curriculum that can be applied across the board to all 

retail language lessons. 

The motivation of students in these groups may also be dependent on their individual source 

of funding. While retail language courses are open to the public and are frequently paid for 

privately, there are also students attending courses funded by the AMS (Arbeitsmarktservice 

– the Austrian Public Employment Service). Many of these students strive to take full 

advantage of the opportunity afforded to them as it will increase their marketability on the job 

market. Others are not so enthusiastic, perhaps having been simply told that they must take an 
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English language course to ensure their access to continued benefits, in lieu of other training 

courses that they felt would be of more benefit to them. Some students are also students at a 

university or college, and funded by their parents, attending a language course to improve 

their ability to learn university level classes in English. Or medical doctors that need to 

improve their English language skills to deal with patients. Or retirees intent on enjoying 

their holidays in Florida. And, assuming they fall along the same general CEFRL level, they 

may end up in a class together. Dealing with this range of motivations, or lack of motivation, 

is central to successfully running a retail language education group course. 

The effectiveness of these courses, therefore, requires a great deal of ingenuity on the part of 

the language trainer to find a common ground from which such a diverse array of students 

can move forward together. Team-building exercises and the use of games, that match 

opposites with each other for example, become essential in building cohesion. Agreeing to 

cover a range of special topics, one per week that addresses a specific wish of one of the 

students in the group, gives everyone a chance to feel that their individual needs are being 

met. While strategies such as these may also work, at times, in corporate language education, 

they become essential in successfully navigating retail language group. 

 

3. Corporate Language Education: 

Corporate language education, specifically ordered for the direct needs of business activity, is 

delivered to a group of employees that at the very least share the commonality of working for 

the same company. The motivations of the participating students for learning or improving 

their language ability are essentially the same and the effectiveness of the methods employed 

to meet these individual corporate goals are often similar. 

Ghoti’s corporate group courses are usually organized around having between two and six 

participants, though the number of students can be expanded as long as the progress targets 

are changed and understood by the client. A group of ten students cannot meet the standard 

rate of advancement in the same number of units as a group of five students since less time 

can be devoted to both the individual needs of each student and the length of class exercises, 

for example. The scheduling of corporate courses is also more flexible. Ghoti follows a 24-

hour cancellation notice policy, in which a class can be cancelled, and rescheduled, up to 24-

hours before it was due to take place. This is in sharp contrast with retail group courses that 

run on a strict, fixed schedule with no cancellations possible, which also means that corporate 

courses may run some time after their predicted end-point. This is done to ensure maximum 
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flexibility to corporate clients that may be suddenly inundated with project deadlines, 

increased work, or business trips.  

Another significant difference between retail language education and corporate language 

education is that the goals or targets of CLE courses are shared by all the participating 

students since these have been decided in advance in conjunction with the HR or training 

department of the client. During the running of the course, or after the first few classes, it 

may become clear that some students have special requests or additional needs that were not 

known beforehand. These can be incorporated into the class, after consultations with the HR 

department and at the discretion of the teacher, but they will become supplemental exercises 

or material that do not take away from the preestablished course curriculum. This practice is 

another significant difference between corporate classes and retail language classes – where 

meeting the needs of every individual student is standard practice. If requested by the 

corporate client, end of class tests will also be conducted. This means, again in contrast with 

retail language education, that all the participating students will be preparing for the same test 

using the same educational material following the same curriculum. As result, corporate 

classes are highly focused. The main challenge, depending on the size of the client itself, is 

finding students at the same level to participate in the same class. In larger companies a 

number of group classes can be organized with students at the same level, but this is not 

always possible. 

The motivation level of students in corporate language education is also not universal, and 

can be as divergent as in retail language education. While the delivery of the same material 

and preparation for the same test allows the teacher to focus on meeting very specific goals 

and targets, it is rare that all of the participating students are either interested in or committed 

to those stated goals for any number of reasons. They may feel as if the curriculum was 

designed without their actual needs in mind, they may be exhausted or distracted by the 

responsibilities of their job, they may treat the lesson as a kind of ‘break’ in the middle of 

their day and as such have little desire to work during this ‘break’. And since these corporate 

classes are entirely funded by the company they work for, there is no personal monetary 

contributions they have invested into it. Other companies run ongoing lessons in order to be 

able to say that they offer training to their employees, but then choose not to have any further 

oversight them. In these cases, class motivation can be a serious issue and the overall 

effectiveness of the courses suffers. However, when corporate language courses are well 

organized and planned, and the full participation of the attending students is clearly 

mandated, they can be far more focused and effective than retail language courses. 
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4. Conclusion:  

While the delivery of retail language courses and corporate language courses clearly require 

the same level of commitment on the part of educators and the use of relevant and focused 

language material, there are certainly a number of factors that influence how this can best be 

applied in each situation. Establishing clear goals and finding ways to motivate students, 

while managing the uniqueness of retail and corporate courses, makes it possible to produce 

desirable outcomes in both cases. 
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NISTA: CHAPTER 9 

1. Introduction 

 

Today's language schools must excel not only at traditional classroom education with 

students of varying ages (called Retail Language Education or RLE) but also with business 

clients (Corporate Language Education or CLE). While broadly speaking the goals are the 

same, for example, a measurable improvement in language ability and achieving customer 

satisfaction, the differences between the two can be significant. These differences must be 

taken into account in order for a language school to be successful. This chapter focuses on the 

most notable differences between retail language education and corporate language 

education.   

 

2. Retail language education (RLE) 

 

In reverse of the usual process with CLE, retail language education usually begins with an 

individual potential student approaching the language school. Often this potential student is 

not precisely aware of his or her language skill level. Frequently, the potential student has 

previously studied the language but has not studied or used the language in some years. In 

many cases, the potential student has a passing interest in learning the language and is not 

even fully sure that he or she wants to undertake a course. 

 

Thus, retail language education often begins in an environment of uncertainty that does not 

usually exist at the start of the CLE process. It falls to the language school to project a feeling 

of confidence and to assure potential students that not only can they improve their language 

ability by enrolling in a course, but that they are likely to improve in a way that exceeds their 

expectations. Because retail language education usually takes place on premises, the language 

school must demonstrate that the facilities available not only permit success at learning, but 

in a competitive environment, are preferable to those of another language school. Particular 

care must be given to parents enrolling children. Unlike CLE, retail language education often 

involves parents with a unique set of concerns that must be individually addressed prior to 

enrolment. But whether young learners or adults, potential students need to feel comfortable 

that their voluntary decision to enrol in a course will prove beneficial. 
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Once the potential retail language education student has agreed to enter a course, the 

language school performs an assessment of the learner's language ability. In one respect, 

there is more flexibility in the retail language environment when it comes to placement when 

compared to CLE. A language school usually has multiple courses for different language 

levels on offer, whereas in CLE a fixed number of employees are entered into a single course 

with sometimes very different language skill levels. 

 

CLE language courses are undertaken upon agreement by a business and a language school. 

As result, CLE students often attend by requirement, and their regular participation in the 

course is under normal circumstances without question. By contrast, in retail language 

education, the student (or parent if a student is a minor) is under no strong external pressure 

to either apply himself during a course or to finish a course. Thus, in retail language 

education, the personal motivation of the student is of primary importance, and the instructor 

must rely on that motivation for continued participation and for the eventual success of the 

course. 

 

For this reason, the overall approach by the classroom instructor in retail language education 

must be more personal when compared to CLE. Encouragement of individual students is 

routine in retail language education unlike in CLE, and in cases where students lack 

confidence, instructors must go out of their way to instil confidence as much as possible. A 

certain level of care must be given to the emotional well-being of learners (particularly young 

learners) in retail language education courses. 

 

This level of concern must extend into all areas of the retail language education course for the 

course to be successful. Because of the level of general uncertainty that comes with the retail 

language education process, the course plan must be designed to instil confidence in a range 

of students, many of whom do not have a clear idea of what a successful course plan looks 

like. To that end, effort must be taken by the instructor to include entertaining or stimulating 

coursework including activities that give students a positive feeling about their course. The 

positive feeling that comes with exposure to materials or activities that are stimulating in their 

own right goes a long way to assuaging doubts. It has the added benefit of encouraging the 

maximum language improvement simply by making students feel more comfortable. 
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Retail language education also benefits by instructors making the students feel that the 

instructor is available for each student individually to hear his or her concerns. One-to-one 

meetings with students before or after class or at scheduled times reaffirm that the individual 

student is ultimately the customer who must be satisfied with the course. This differs slightly 

from CLE where the business retaining the services of the language school is in the final 

analysis the customer who must be pleased with the outcome. A corporate client in CLE can 

judge a course to be successful when employee scores are taken in aggregate. But a retail 

language education customer will only be pleased when he or she (or the child) has shown 

improvement individually. 

 

3. Corporate language education (CLE) 

 

As noted, CLE usually begins by agreement between a given business and a language school. 

The students who ultimately participate in the course are usually professionals with task-

oriented needs for language improvement. Like RLE, an assessment is carried out of each 

student's language level, but in CLE this is often done in consultation with the business.  

 

Unlike RLE, individual student motivations are rooted in the business setting with each 

course participant coming to the course with a similar set of needs. On the one hand, this 

makes it easier for the instructor who can count on regular attendance. On the other hand, in 

CLE the instructor often does not find the same high degree of enthusiasm that he or she can 

find in RLE where students entirely of their own accord are applying themselves to the 

course material. 

 

Unlike RLE, the corporate language education instructor is under less pressure to gauge the 

feelings and personal satisfaction levels of individual students. However, by contrast, in CLE 

there is a much greater emphasis on achievement metrics, strictly adhering to the course plan, 

and so on. Whereas in RLE, there are two parties in the relationship (teacher, student), in 

CLE, there are three stakeholders (teacher, student, business), and the customer who must 

ultimately be satisfied (the business) is not attending the course. This is a primary reason for 

the emphasis on metrics in CLE as the language school must be able to demonstrate as far as 

possible the benefits of the course. In RLE, the individual student is less concerned with 

objective data and more concerned with the personal, first-hand improvement he or she is 

able to demonstrate. 
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When it comes to the course curriculum, in CLE this is usually agreed in advance with the 

business client. But the curriculum is judged by course participants in CLE to be relevant 

when it helps improve their performance on the job. Thus, the CLE curriculum is often task-

oriented within the needs of the business. By contrast, RLE is more flexible, and the 

curriculum is able to explore areas outside the workplace far more frequently. Nevertheless, 

participants in both CLE and RLE courses must be satisfied at the end of their courses. The 

main difference here is that in CLE, course participant satisfaction is more strongly gauged 

using objective metrics. 

 

4. Conclusion 

 

At the beginning of our years, we had more corporate language courses, approximately 70% 

CLE and 30% retail language courses compared to retail. Over the years the numbers have 

changed, the situation reversed. Today we have 68% retail and 32% corporate. The 

satisfaction and effectiveness level varies and it depends on the client. The participants’ 

feedback of the retail courses show higher satisfaction compared to the feedback of corporate 

participants because of the fact of who is sponsoring the course. The participants paying for 

themselves are more motivated and eager to learn. 
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CHAPTER 10: 

FURTHER PROJECT IDEAS FOR CORPORATE LANGUAGE 
EDUCATION  

 

 
Abstract 

Based on the experience of this project, the need to continue this work in a new project 

became more and more obvious, extending it to other partners as well. 

The ideas for a new project are the following: 

1. Developing a training course regarding CLE 

2. Consumer Relations and Management Platform 

3. The development of CLE specific course material based on our past experiences conducting 

these courses 

The working relationship of the consortium and the experience and knowledge gathered 

through the project period make the work worthy to be continued in a new project, involving 

new partners as well, from other countries, moreover, to create also at least one intellectual 

output in the field of corporate language teaching.  

All partners came up with different ideas, but all of them agreed in the following: 

involving other partners as well in the future partnership and to develop a project with at least 

one intellectual output. 

 

 

 

 

 

 

 



204 
 

The future project ideas will be described as follows: 

1. Developing a training course regarding CLE 

Problem/ justification There is a big difference between administering a general 

language course and a CLE course. 

The partnership realised within working on the current 

project that the administrative staff working in CLE 

administration got to have a very unique set of 

competences and knowledge besides the others that are 

also applicable to their everyday work, as for example 

soft skills (ex. leadership, negotiation, communication). 

 

Scope/objectives The main scope of the project would be to make available 

a comprehensive and somewhat “standardized” training 

course for administrative staff working in CLE, which 

combines methods, organizing, administrating, 

advertising language courses offered for companies with 

other, field specific topics such as soft skills. 

 

Objectives:  

- creating a training course for foreign language providers 

working within CLE;  

- creating a comprehensive material comprising 

organizing, administrating, advertising language courses 

offered for companies; 

 

Activities The main activities of the project will be: 

- Establishing the partnership, involving other 

organizations as well; 

- Developing a training course regarding CLE: 

teaching methods and administration; didactical 

and administrative aspects; soft skills, etc. 

- The training material (handouts) created will be 
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tried out during a pilot study training course 

offered to administrative staff; 

 

Intellectual Outcome (s) The main Intellectual Output of the project will be the 

course material created (ex. handouts). 

 

 

2. Consumer Relations and Management Platform 

Problem/ justification Despite the fact, that many language schools offer 

linguistic programs for companies, there still isn’t a 

comprehensive and detailed description of the daily 

practice of corporate language education. The existence 

of such material would enrich the offer of the language 

schools and enhance the quality of the courses. It would 

also help language schools to be more efficient in their 

daily work, regarding the management of the courses, 

consumer relations, etc. 

 

Scope/objectives The main scope of the project would be to ease the daily 

work of the foreign language providers/administrative 

staff working in CLE in what regards the administration 

of the courses offered for companies; 

 

Objectives:  

- creating a platform which can be used by language 

schools, containing Consumer Relations and Management 

procedures and Enterprise Resource Planning; 

 

Activities The main activities of the project will be: 

- Establishing the partnership, involving other 

organizations as well; 

- Creation of the platform through several 
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workshops held within the partnership 

(training/teaching assignments; project meetings), 

involving both administrative staff (ex. course 

managers) and IT experts within those workshops; 

Intellectual Outcome (s) The main Intellectual Output of the project will be the 

platform created and available for language schools 

 

3. The development of CLE specific course material based on our past experiences 

conducting these courses 

Problem/ justification Within the current project, partners realised, that 

providing  course materials for CLE courses is one of the 

most challenging tasks. First because the corporations 

have very specific needs in terms of linguistic programs 

and second, because corporations come from very diverse 

domains (ex. IT, engineering, accountancy), that one 

course book which is available on the market would never 

fit all the demands in the field.  

 

Scope/objectives The main scope of the project would be to enlarge the 

palette of course materials used in corporate language 

education and to provide the opportunity of best practice 

sharing for language teachers; 

 

Objectives:  

- creating a set of  course materials which can be used in 

English teaching at companies (ex. standard lesson plans; 

auxiliary exercise book);  

- organizing best practice sharing workshops for language 

teachers; 

 

Activities The main activities of the project will be: 

- Establishing the partnership, involving other 
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organizations as well 

- Workshops and trainings held in order to create 

the materials and for the teachers to share their 

experiences, exchange ideas and best practices; 

- Organizing pilot study courses by every partner 

organization to test the materials created 

- Make adjustments, corrections based on the 

results of the pilot study courses; 

 

Intellectual Outcome (s) The main Intellectual Output of the project will be the set 

of materials created by the partnership 

 

At the end of the project, the consortium will either choose one of the project ideas 

presented above, either elaborate a new one, based on these, and also involving other new 

elements in order to develop a new project and submit it.  
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CHAPTER 11:  

MARKETING CORPORATE LANGUAGE SERVICES 

 

 

Chapter Summary: 

In the partner countries the CLE market is still in constant development, thus becoming more 

and more powerful, which comes together with the continuous development of service 

industries and businesses. If we take Austria for example, due to several factors such as 

migration, compulsory English learning in schools, economic crisis, etc, the private language 

schools who offer English courses have been struggling in the past few years. 

While language schools in Romania, Hungary and Slovenia have a good potential of 

development because of the growing CLE market, the competition is also very high, so 

investing in marketing is a crucial fact. Since the demand for language learning is low and the 

offer is high in Austria, the marketing also plays an important role here. 

The four partner institutions adapted their marketing strategies over time, based on each one's 

local context and legislation. In Austria, for example, unrequested advertising is forbidden, 

Ghoti had to adapt to this and based its marketing more on networking events, strategically 

places brochures, social media presence and website presentation. In all the other three 

partner countries the online media is one of the most powerful marketing tools. As regards to 

the best marketing methods, these differ from one institution and country to the other: while 

for Antener the marketing database together with cold calls work the best, for BLSH the 

website, Google Business, Google+ and the Facebook ads are the most efficient ways of 

advertising, while Nista states, that 70% of their clicks come from Facebook advertisements. 
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ANTENER: CHAPTER 11 

CLE market, and especially the demands towards corporate language education, has changed 

a lot in the recent years especially regarding the European Market. Educating the business 

personnel has become a priority, especially language education as it is inevitable for a 

company that its employees speak languages if they want to survive internationally and if 

they want to stay ahead of the curve. 

Just like the global market, the main focus in Hungary is also on language education and the 

biggest market has clearly become the corporate language education services. The main 

reason for it is that there are more and more multinational companies present in Hungary and 

in order to be present on the international market they need to make sure that their employees 

have marketable language knowledge.  

Typically, on the Hungarian market it is the multinational companies that can invest in 

foreign language education; small and middle-sized businesses typically cannot enter the 

market as they cannot afford such investment. The competition in providing CLE services has 

also become bigger and more and more language centers try to offer some kind of package to 

companies and their employees besides offering only retail language education. 

The biggest challenge we have to face is the demand for providing measurable results in a 

short period of time. Companies want to see their employees acquiring a marketable language 

knowledge as soon as possible and they want a measurable proof of this improvement as 

well. To be able to face the challenge it is important not to promise more than is feasible 

throughout a course but try our best to have effective strategies for achieving measurable 

results in a given time period. The other thing that can be sometimes inconvenient and can 

cause troubles is the large number of rules and regulations that we have to follow especially 

in case of licensed courses that are EU subsidized thus requiring a lot of red tape and 

following extensive rules and procedures 

 Considering the large competition on the CLE market, it is important to market 

ourselves and our services effectively. The main steps that we use to market our courses are 

as follows:  we use marketing database filters to find prospective clients and we contact them 

by making cold calls and offer them our language educational services. We have a well 

working TRM system thus we can keep track of the prospective clients and make the second 

phone call or email – depending on their preferences – if they are interested in our services 

and prepare them a tailor-made offer for a corporate language course. This has worked very 
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well for us thus we can state that the most important thing is that our staff represents us and 

our values and are able to sell our services effectively. 

 Building contacts and networking have a very high importance in Hungary, thus we 

try to be present at fairs and exhibitions, such as the Personal Hungary, which again, mostly 

serve networking purposes rather than marketing purposes. The other way that one can build 

contacts is to be present at business clubs which are typically the meeting points for smaller 

sized businesses who are not our main target groups but in terms of networking and 

strengthening our presence on the market these clubs are ideal. Other great forums for 

networking are the business breakfasts where there are a lot of managers of various 

companies present. For these events we have our business cards and brochures ready to be 

able to offer our language education services. 

We have a webpage which has a good ranking in google search but we don’t get a lot of 

offers through this website. As the demand is very high for corporate language education, to 

be able to be ahead of the curve we’ve found that we need to contact the prospective 

customers first thus we use cold calls as our main marketing tool. We are present on social 

media sites as well, such as Facebook, but that is not part of our main profile and we don’t 

use it much for advertising or building relationships. 

Occasionally we publish in business magazines in form of advertisements and PR articles and 

similarly, we are present on PR conferences too. The problem with these above-mentioned 

forms of advertising is that their profitability is very hard to measure. Perhaps if we gave out 

coupons that our customers could use, that would provide us with something to measure, but 

in our experience, these don’t bring us any measurable profit thus it is not worth to invest into 

them. 

On demand we also provide mock lessons, but it is not usually required by our clients. If they 

want us to provide a mock lesson, we try to send a teacher who would teach at the given 

company in the future as if initial trust is established between the teacher and the participants, 

they usually want us to send the same teacher to teach the course. 

We have a brochure in case we go to language fairs and exhibitions, and try to give these as a 

promotional material, but in our experience, this is not an effective way to promote our 

language services. In our experience – as we have stated before -  the most effective way of 

marketing and finding clients is to make cold calls, as this is the fastest way to get in touch 

with perspective clients and the most direct way to contact them and offer them our services. 

As we get 99 percent of our clients this way, we can state that this is a very effective way of 

marketing CLE courses. 



211 
 

As for statistics we can state that 70% percent of our marketing budget goes into the salaries 

of our employees, as they are our first contacts with our clients during the cold calls and they 

are the ones who keep in touch with the HR personnel of a given company during the course 

thus they are the ones who represent our company and sell us as professional language 

education providers. About 20% goes for development. For us development is inevitable 

which mainly means making our processes faster and trying to automate most of our 

processes and procedures from invoicing to student assessments. As these factors contribute a 

lot to the smooth conduct of language courses and they are becoming a requirement from the 

side of our customers they also make our services highly marketable and give us good 

advantage on the market. The remaining 10% goes into making brochures and business cards 

and other minor types of advertisings, but as we have mentioned above these are marginal in 

our marketing activities. 

As providing language education services is the same as providing any other kind of service, 

they also need to be marketed and advertised in one way or another. Marketing your services 

helps you to see and stabilize your status on the market, building relationships and 

networking make it possible to build your reputation and acknowledgement. It is becoming 

more and more challenging to stand out with your services and packages on the market 

together with the ever growing demand of the market, but trying to face these challenges 

helps us to improve our services and keep us competitive in striving to meet the demands of 

the CLE market. 
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BRIDGE LANGUAGE STUDY HOUSE (BLSH): CHAPTER 11 

Overview of the global market for Corporate Language English courses   

 

In Romania the growth of CLE market has come together with the development of service 

industries and outsourcing businesses that have thrived in cities where labour force was 

represented mainly  by young graduates ready to show their talent in the areas they graduated 

from such as the  IT industry, engineering and automation, finance and  banking, etc. This has 

brought many investors who opened outsourcing units for companies from other countries 

which created the need to speak and communicate in an international language.  As skills 

demands changed rapidly, employers started to look for on-going solution for the training of 

their workforce, therefore they created this constant and growing need of language training 

programmes which led to a market dominated by private sector providers such as vocational 

training centers or semi-public institutions, small NGOs functioning along universities with 

cultural programmes as main activities or other language providers which focus exclusively 

on CLE services.  

Cluj Napoca, with an active population of 300.000 people working in corporations or small or 

medium companies, has 11 private language centres that offer CLE courses among their 

services but there are many freelancers who offer the same type of courses and who usually 

are employed by one company only as they can only cater for a limited number of courses.  

 

Current trends and demands of CLE courses  

 

In our experience we came across various tendencies and currents in terms of companies’ 

specific needs in language training and the way these CLE courses had to adapt to them.  

These tendencies change every two or three years in accordance with the needs of the labour 

market and depend very much on the requirements and challenges these companies are faced 

with.  

Some of the current trends in the main demands in CLE courses include training on language 

skills in order to communicate more efficiently but also training on soft skills, presentation 

skills, public speaking , etc. Companies started to look for an added value in these language 

courses and see the language courses as an integral part of a whole learning package. 

Also, standard curriculum or approach to learning languages has changed due to the growing 

demand of companies to have courses entirely tailored to their needs. That meant we, as 
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language courses providers, needed to adapt which meant we had to give up the standard 

offer we used to market the CLE courses and offer solutions with a promise to adapt to every 

need.   For example, if 5 or 6 years ago we could still advertise that we teach English for 

Special purposes such as Business English or technical English for every industry domain, 

nowadays we cannot use this selling point  because there is practically no need for that.  The 

majority of employees working in corporations are  somehow forced to use  English, French 

or German at work because all official  documents and communication is done in these 

languages, even specialized trainings, therefore they actively  acquire the vocabulary used in 

their field of activity. What they lack is structure, language accuracy and fluency so we tailor 

our offer of courses in such way that  it fits their current needs. We no longer offer simple 

language courses but learning experiences where learners can work with what they already 

know and train their working skills in the language they need to communicate or work with.   

 

Essential steps in marketing the CLE courses and best practices and recommendations   

 

As any educational institution, language courses providers don't have substantial marketing 

budgets, therefore they must use them as wisely and as efficient as possible.   

At Bridge Language Study House we have tried the majority of tools and channels used in 

marketing services and throughout the years  we've learned what works best and what wasn't 

worth investing the money in.  Because of that, we allocated 80 % of our marketing budget to 

online marketing which include a well ranked website with ongoing SEO optimization, a 

dedicated page on the main social media platforms (Facebook, Google +, Linkedin, Google 

Company, etc) and made sure we were present and visible on these pages in case the potential 

customers were looking for any information regarding language services. The rest of the 

budget went on publishing presentation brochures, posters and other promotional materials.   

Investing in a good website that can be visible or adapt on the most used electronic devices 

had a tremendous return on investment because we increased our number of clients by 45 % 

in the first year of change, although we're not entirely sure that this was the only reason or 

was an important part of our whole marketing approach.  We included a contact form on 

every page of our website which gave us an exact insight on what were the customers looking 

for, what content page they used more, etc. Google offers marketers very good apps that can 

analyze and extract useful information about trafficking and user profiles that are extremely 

valuable to any business.  
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Another marketing tools that has proved efficient for all our customers, not only the company 

clients, were the Facebook ads which boosted our sales in the periods we needed enrollments 

more. We used them to attract customers for general public courses more than the CLE ones 

but Facebook has definitely contributed to  how well known we had become in the past years. 

It is a wonderful tool to communicate with potential customers and learners in a non formal 

way.    

We always based our marketing strategy on the profile of our target clients and adapt to their 

behavior on the service outsourcing market. The majority of companies  seek for service 

providers that can offer them whole packages and something that makes that particular 

service provider different than its competitors. They need to see that extra added value to the 

services they will receive and language providers have to come up with something that best 

suits their needs. Our strategy at Bridge Language Study House was to include the courses in 

more complex packages that included testing and evaluation of personnel, analysis of 

language and training needs, tailoring the content of the courses, measurable and quantifiable 

results, qualitative delivery and permanent consultancy on every aspect of the training 

programme. The idea we are selling is that companies practically don't need to do anything in 

terms of organising the training programme and that we, as a language center, can make 

things work smoothly.   

 

 What media channels are used to market and advertise CLE courses and what are the 

most efficient ones ?  

 

In our experience the media channels that worked best were definitely the online media such 

as Facebook, Google my business,  Google +, Linkedin .  

We used  Facebook for paid ads targeted on specific audience which we built based on the 

typology of customers we had at our language courses in the past 3 or 4 years and their 

potential interests, but we also published updated posts on social media platforms that were 

own by Google. Besides the website' SEO settings and strategy, Google uses as primary 

information the data published on its own platforms to rank a website in its searches , that is 

why we created an active user and page on Google my business app and Google + and 

worked on back-linking to our webpage from these social media platforms to build up our 

ranking.   
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We also used Google Search Console and Google Analytics to gather and analyze valuable 

data for our marketing campaigns such as which online campaign brought the most 

conversion, where were our visitors located, etc.   

We used these channels to make sure we are easy to be found and that we are among the first 

options a potential customer finds when they search for language services providers and 

made our best to convince were are the right choice once we initiated the discussions.  

 

Conclusion 

Marketing language courses and training programmes is not as easy as for other services of 

immediate practical importance because of their long term return on the investment element.  

Language provides also need to invest in outlining and sustaining the need for language 

training as part of life long education and training when marketing these services. By 

sustaining this need to invest in language trainings, language providers also create the ideal 

market to make these courses profitable services that companies would invest in.  

The best way to capitalize these CLE courses is by presenting and selling the language 

courses as a key asset to every workforce education and training and offering companies 

viable solutions with practical effects on their work performance. Be present and active on 

such a market and  use every channel and opportunity to  sell the language services you're 

providing. Because we are living in a digital era, a data -driven marketing approach is 

essential for the future of CLE courses.   
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GHOTI PROFESSIONAL ENGLISH: CHAPTER 11 

1. Introduction: Overview of the global market for CLE courses: 

The globalization of services, goods, and manufacturing necessarily requires a common 

language in which to communicate. English, either through accident or design, has clearly 

emerged as the language of choice in managing the demands of communicating globally. At 

the same time, the growing importance of English in public education around the world and 

in the advancement of e-learning and translation services, in addition to the ubiquity of social 

media platforms that are predominately presented in English, has presented both 

opportunities and challenges to private language schools and services.  

In Austria, private language schools focused on teaching English have struggled in the recent 

past for three main reasons: 1) an overall improvement and earlier starting age for the 

teaching of English in Austrian schools, 2) the economic crisis, 3) the migration crisis. 

English language education in Austrian schools has been compulsory since the end of WWII, 

though a focus on French, instead of English, was the other option until the 1960s. The influx 

of English native speakers and the lowering of the age at which English language education 

begins has steadily improved the English language level of Austrians upon finishing 

secondary education. Regarding the second reason, in response to the world wide economic 

recession that began in 2008, companies in Austria, both local firms and multinational 

corporations, immediately cut their funding of what were considered to be non-essential 

expenses. The benefits of a fully funded training once per year for employees was one of 

these non-essential expenses. The migration crisis put immediate demands on the Austrian 

government to integrate an influx of over a hundred thousand immigrants. State funding for 

English language education to the unemployed shifted to funding for German language 

courses.  The causes for the decline in opportunities for private English language education in 

Austria are therefore complex and long-term. 

 

2. Current trends and demands of CLE courses and how you try to adapt your offers 

according to these? 

In the last couple of years the market for English CLE has steadied and established new 

norms for itself. The labour pool of qualified English teachers, both native and highly 

qualified non-native speakers, is in surplus while the demand for courses is low. As a result 

the teacher pay per unit has stagnated. Combined with an increased competition for fewer 

contracts, causing lower or unchanged prices per unit, or package deals, or course offerings 
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plus extras (such as bonus workshops or translation services), the market has become highly 

competitive. 

In terms of learning trends, a perhaps unproven result driven trust in e-learning platforms and 

apps that can be acquired easily and cheaply challenges the unique selling proposition of 

language schools teaching specialized language skills as the only possibility in the delivery 

system of language education. This fixation on e-learning spills over into the demands that 

potential clients of CLE schools face. Language courses taught in-person, face-to-face, by 

native language educators, are also expected to have either e-learning platforms or e-learning 

characteristics.  

Since the overall language of Austrians in English has improved and courses funded by the 

state for adults has shifted to the teaching of German, the focus of CLE has shifted to a 

specifically designed, industry related, language course. Industry related in that students 

should be taught the vocabulary and phraseology related to their field, and specifically 

designed as in some companies deal primarily, for example, with Russian native speaking 

clients while others deal primarily with Chinese clients. At this point, English language 

training takes on the twofold demands of teaching what is proper and what is usual in a 

specific situation. This demand for a specialization in language and cultural understanding is 

a difficult challenge to meet.  

At Ghoti, we try to meet these new demands by being as adaptable as possible while 

remaining focused on English language education: course design, amended with specific 

cultural insights and focused job-related tasks, along with a list of non-proprietary e-learning 

resources that can be used free of charge. An increase in requests for translations into English 

has also contributed to a rounding-out of our service offering to include a translations 

package with our core language courses.  

 

3. Essential steps in marketing CLE courses and best practices and recommendations:  

Highlighting a unique selling proposition by offering a variety of English language related 

services: ongoing classes, translation services, skill-specific language workshops, have been 

Ghoti’s focus in marketing our services. In Austria, all unsolicited advertisements are 

disallowed by law. As a result, Ghoti has had to exclusively focus on networking events and 

strategically placed brochures to market our services. Any initial contact is followed up with 

a detailed listing of our services and quality guarantees. Prices are quoted as negotiable.  

Because of the competition for a fewer and fewer needs, and the trust placed in well 

established customer-service provider relationships, Ghoti has profited best from making 
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personal contacts and following these up with very specific offerings, while keeping pricing 

flexible and highly competitive.  

Our brochures and flyers highlight our focus on workshop task-specific offerings, such as: 

basic correspondence – email writing and telephoning in English, presentations, negotiations, 

document writing, meetings, networking. Our social media presence attempts to make light of 

the medium we are operating in – the use of memes and links to superfluous topics about 

English. Carving out a niche that relates to each of the spheres we operate has been Ghoti’s 

approach to marketing our services. 

 

4. What media channels are used to market and advertise CLE courses and what are 

the most efficient? 

Ghoti’s social media presence is entirely devoted to our website and our accompanying 

Facebook page. Website traffic peaks in the months of September and January38, presumably 

to accompany the HR schedule for scheduling courses for either the last quarter of the year or 

the first half of the year. An intense Facebook advertising campaign was launched in late 

2014 and early 2015 following the establishment of the company in order to establish a 

reputable number of followers and extend our reach. The advertisements were focused on 

interests related to ‘language education’, ‘English’, ‘Europe’, and users in Austria. This was 

accompanied with the use of language inspired memes that taught simple grammar lessons, 

links to English language related articles by internationally recognized press, and the 

occasional proprietary quips that queried our users for awkward situations they had found 

themselves in. While our website remained static and professional, our Facebook presence 

was aimed at being tongue-in-cheek charming. Visits spiked with our “Mid-week Madness” 

posts on the absurdity of English grammar points and with our “Monday Morning Grammar” 

lessons.39   

 

5. Conclusion: 

The importance of English, the only language delivered by Ghoti, is an ever important and 

constant presence in the needs of a globalized business reality. However, the needs in Austria 

on specialization and a focus on skill-specific requirements means that the marketing of 

general language skills has gone out of favour in place of industry-specific language 
                                                             
38 102 visits were recorded in September 2017, 135 visits were recorded in January 2017. 
39 The collation of data indicates that “Mid-week Madness” Facebook posts increased visits to our website by 
58% in 2016 and “Monday Morning Grammar” posts increased visits to our website by 36% in the same time 
period. 
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demands. Combined with the growing general language level of Austrian workers, and a shift 

in focus by the AMS (Austrian public employment service) on German language education, 

highly focused lessons on specific needs appears to the be the future of private English 

language training in Austria.  
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NISTA: CHAPTER 11 

1. Overview of the global market for Corporate Language English courses  

Currently with the fast paced lifestyle it is very important that the time that our clients invest 

in learning languages is short and the pace is quick and intensive. With globalization, the 

knowledge of foreign languages is a must for every company working with foreign partners.  

About three to five years ago, the companies were not deciding to educate their staff in 

languages, the recession was very noticeable. Due to the port of Koper, the only industry in 

Koper which has not lowered their investments in education is logistics – working with 

foreign partners the companies managed to make equal investments. Our education system 

offers a good foreign language education so the companies demand language knowledge and 

they try to employ people who already speak languages, so that they do not have to invest 

into language training. The demands for the general language are going down because they 

realise that they need the specialized vocabulary to be able to smoothly function at their work 

position. If they work with the Chinese or Japanese market, it surely is useful and 

professional to have a basic knowledge of their language.  

English is still number one requested language to learn and when we searched through our 

clients’ enquiries, German has turned out to be the second most requested language in the last 

three years. 31% of our corporate clients were interested in improving German, 48% in 

English, 9% in Italian, 5% in Spanish, 3% in French and 4% in other languages such as 

Russian, Arabic, Chinese and Japanese. 

We were the first private school in the region offering CLE courses. After 6 years another 

language school opened and then for various years, we were the only two offering such 

programs. Throughout the years a lot of language providers started their business but due to 

their unsuccessful attempt, they had to close their companies. In the last 8 years there have 

been a high number of schools that opened in the region, counting 12 of bigger language 

schools and over 20 freelance language learning service providers.  

 

2. Current trends and demands concerning CLE courses and how you try to adapt your 

offer of courses? 

Previously, the corporate clients purchased 88-lessons and 132-lesson general language 

courses for all employees. In the last 3 years, the number of general language courses has 

lowered to 5% and the rest demand adapted courses with industry-specific vocabulary, 
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therefore courses, fully tailored according to their needs. Today we mostly organize 44-lesson 

courses. Our clients have become busier and have less time for language education.  

The employees still find it very important to improve their speaking skills, so the emphasis of 

the course is speaking exercise. Employees working in administration prefer listening and 

reading exercises, more specifically, e-mailing. Their number one priority is to be fluent in a 

foreign language which they use to market, present and negotiate. 

Lately, we have enriched our offer of CLE courses and started with short and intensive 22-

lesson modules containing all the main parts of their work tasks, such as presentations, 

negotiations, writing e-mails, reading e-mails, telephoning, customer care and many others. 

Contrarily to lesson number changes, the demand for native speaking teachers has increased, 

96% of all corporate clients request native speakers.   

 

3. Essential steps in marketing the CLE courses and best practices and 

recommendations  

Firstly, we focus on each industry and gather data of different companies. To be able to create 

an appropriate offer, we learn about what they do and see how they could benefit from 

language education. We always contact the employer, human resource manager or the 

director. Since they are the ones sponsoring the course, they know what it is expected of the 

course to reach all participants’ goals and expectations. We follow the trends, the demands 

and the changes on the market to know exactly who to target and what to offer.  

Secondly, an introductory e-mail is sent to the human resource managers of the company. If 

we do not receive a reply within a few days, we make a phone call. After a brief conversation 

and presentation of our offers, we try to organize a meeting. Once we learn about their needs 

in details, we send them an offer. We try to educate the clients about their needs, we tell them 

what type of training they need in order to be successful and have the knowledge of the 

language of their business partner e.g. just knowing a few simple sentences, a few words. The 

negotiating part should however be done in a language that they both are fluent in. We have 

noticed that when we suggest a few ideas about how they could improve their business and 

the ideas seem interesting, the clients start trusting us and that is the key in marketing. 

We invest into brochures, website maintenance, social media and presentation at companies. 

Looking at our investments, most of them are dedicated to on-line marketing. A high 65% is 

dedicated to the website maintenance and advertising through social media, the remaining 

35% is for brochures and others. 
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We count on spreading a good word, when our clients talk to their business partners or 

acquaintances, recommending our services, telling them how our courses have changed the 

way they do business. A first-hand testimonial has proven to be the best and the strongest 

advertisement possible, especially in a small town like Koper. 

Methods, proven to be most efficient are being different from our competitors and 

emphasising it in advertisement. In all our ads and articles, we mention the aspects of our 

programs that are original and unique compared to other offers on the market. 

 

4. What media channels are used to market and advertise CLE courses and what are 

the most efficient ones? 

Nowadays is almost mandatory to advertise online. Online, via different social media 

channels such as Facebook, Instagram, Twitter, LinkedIn and YouTube, we post different 

advertising material. We separate the pull and push marketing tools. Push is a direct 

marketing post, inviting our followers to join our course by providing information of the start 

and the content of the course. Pull marketing is when we post some interesting content about 

learning languages e.g. articles, pictures, info-grafics and YouTube videos. The content 

encourages our followers to consider and decide to learn new languages or improve their 

language knowledge. While all channels can be used to market CLE courses, the main focus 

is on LinkedIn. The aim is to expand the connections network and attract the human resource 

managers and directors of all companies in the region. The second best is Mailchimp, where 

you can create a professional and formal newsletter which gives the clients the information 

about our CLE courses. Once a month, we prepare news which we translate into 3 languages 

spoken nearby, English, Italian and Croatian to attract foreign clients. The main article is 

posted on our school’s official website and later promoted through our media channels. 

Facebook is still the leading source of getting website visitors, bringing 70% of clicks. 

Instagram is dedicated to a younger demographic so at the moment the numbers of CLE 

clients using Instagram are slim to none. 

Social media have developed excellent functions to monitor responds rates. Each provides a 

clear overview of each post, campaign or newsletter which gives you directions on how to set 

your marketing strategies. We have done research and according on the results came to a 

conclusion which content makes better effect on each of these channels. 
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5. Conclusion 

Evolving supply and demand factors such as greater competition, price cutting, new 

technologies are challenging providers and changing expectations from clients for example 

for shorter, more outcome-focused courses. Since technology is developing so fast and we 

have less and less time, we will need to adapt our programs to mostly on-line learning. One 

new method that we intend to implement in the future, which we have learned during the 

project’s meeting, is to make mock lessons for the company representatives. Even though we 

think a lot will depend on technology in the future, the face-to-face presentations will still 

remain an efficient marketing method. 
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CHAPTER 12:  

WHAT METHODS ARE USED IN MANAGING CUSTOMER 
RELATIONSHIPS (PROBLEM SOLVING, ADMINISTRATION AND 
MANAGEMENT OF CLE COURSES AND CLIENTS, CONTRACTS)? 

 

 

Chapter Summary: 

When considering customer relationship, all language schools consider administration and 

management tasks as crucial elements of ensuring a smooth conduct of a language course. As 

the success of all language schools is mainly built on returning clients, good relationship and 

building trust are both prioritized. Professionality and transparency are ensured by proper 

administration and management and quick and fair problem-solving strategies. 

 

The main administration and management tasks are essentially the same at all language 

schools: first all the documentation is prepared for a language course including the contract or 

learning agreement, invoicing, student assessment, tests and evaluations and certificates. 

 

Problem handling is dealt with tactfully and thoroughly at all centers and prevention of any 

problems is also emphasized which is done at each center essentially the same way: by 

continuous satisfaction assessment before, during and at the end of the course and continuous 

communication with all parties. In case of an arising problem there is an investigation process 

and then they try to solve the problem as soon as possible while complying with all the rules 

but still trying to meet the needs of the clients. The only administrative problem that the 

language schools mention arises during invoicing. These can be avoided by offering online 

invoicing (Antener) or sending companies a summarizing table of all the issued invoices 

(BLSH). The other problems are mainly due to class cancellation and poor attendance of 

students. Occasionally there is also a demand for a change of the teacher. These are solved by 

setting out clear rules for attendance and cancellation policy in the contracts and assessing 

students’ needs to be able to assign the right teacher for the course. 
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In terms of contracts all language schools make sure that all the obligations and rights of the 

parties are written down in some form of a contract before starting a course. In case of 

Antener it is a longer 10-12 pages framework contract for a year or two and then they sign an 

individual contract for each individual course both with the clients and the teachers. BLSH 

offers different contracts and gives a discount in case their clients sign a contract for longer 

periods. The contracts in each case include the details of obligations and rights of the parties, 

the number of lessons ordered, payment conditions, length of the course and termination date. 
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ANTENER: CHAPTER 12 

1. Introduction 

Having a good relationship with our customers is inevitable as they are the key to our success 

and to operate profitably and successfully, a business needs to make customer relationship its 

priority concern. If our customers feel that they are highly valued and that they requirements 

and problems are managed and taken care of, they will stay loyal to their CLE provider and 

further strengthen their reputation the CLE market. 

In order to maintain a high level of customer relationship and to make sure our customers are 

satisfied with our services we have to ensure that all the administration and management 

tasks are carried out with great care and accuracy in accordance with our customers needs 

and that we handle any arising problems tactfully and professionally before, during and at the 

end of the course as well. 

 

2. Problem solving strategies 

At Antener we are highly solution centered. We try to make sure that no problems or 

complaints arise at any phase of the course but in case something happens we try to handle it 

immediately with great care to make sure that by the end of the course our customers don’t 

have any negative feelings towards us or towards our teachers. 

In case of licensed courses, we have to follow a given complaint handling procedure, the 

main steps of which are interrogation and investigation, but fortunately we hardly ever have 

to deal with complaints that would require taking serious official measures. 

Due to our continuous assessment of satisfaction from the very beginning of our corporate 

courses, we can easily prevent or react to any emerging problems, thus we usually have only 

minor problems to face. One of them typically happens during administration, more 

specifically during invoicing. It has happened that the invoices did not arrive on time or that 

they got lost by the postal service and these cases are rather inconvenient. To avoid these 

situations, we offer our clients the possibility of online invoicing thus we can elude the post 

and make these processes faster and more effective. 

Besides this, the only real problem that we sometimes face can be that the participants of the 

course are not satisfied with their teachers. Fortunately, this does not happen very frequently 

due to our assessment procedure during which we try to assess the needs of the individual 

participants of the course and try our best to assign the right teacher who could both 

personally and professionally meet these needs. Once we assign the teacher and the course 
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starts we call our clients after the first week and ask how satisfied they are with the course 

and their teacher. With this system we can detect and handle any dissatisfaction. 

In case we fail to choose the most appropriate teacher for the course and the participants are 

not satisfied, we try to solve this problem as soon as we can. The first step is, that we ask the 

participants what exactly their problem is. The second step is, that our leader teacher goes 

and observes the lesson of the teacher. If they think that the complaints were correct, we try 

to find another teacher whose skills, strengths and personality suits the needs of the 

participants better and of course we try to find a new group to the teacher as well where they 

can feel more confident and they can more effectively use their teaching skills, or if it is 

needed we provide them mentoring sessions. This method proved itself to be efficient as 

there has been no occasions when a second change of the teacher was needed.  

Based on our experience the best practice that we could recommend is to minimize the 

possibility of customer complaints by continuous assessment of customer satisfaction. 

 

3. Administration and management tasks 

The main administration and management tasks that need to be carried out before, during and 

at the end of the course are as follows: 

- Preparing contracts (in case of licensed courses it has to be a framework contract) 

both with our customers and our teachers 

- Preparing all the necessary documentations for a course including the registers, 

schedules and the curriculum 

- Monthly invoicing towards our clients and our teachers 

- Student and satisfaction assessments 

- Closing a course: registering test results and evaluations, certificates and their proof 

of delivery 

Each of these administration and management tasks aid customer relationship as they 

promote the smooth conduct and delivery of a course showing professionality by making sure 

everything is carried out in accordance with the needs of the customers as well as with all the 

legal requirements. 

Having a proper contract establishes trust and secures both parties with clearly stating their 

rights and obligations thus providing transparency and reliability which are key to 

cooperation and success. 
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Accurate documentation of the course is also inevitable, as this way our clients can follow 

and track the curriculum and the improvement of the participants of the course with ease. The 

same applies to measuring their levels of satisfaction and continuous student assessments.  

Giving out certificates and providing measurable results of student improvement secure our 

good relationship with the customers as they will feel valued and they will feel that they have 

been given professional and measurable service. 

 

4. Contracts 

At Antener we have a contract draft that we present to the companies. This is always 

Framework Contract, which is a requirement in case of licensed courses, but we use it with 

all our clients. The draft has to be approved by the lawyer of the company and in case of 

multinational companies they usually require changes to these drafts. We always try to handle 

these requirements with high flexibility and modify our contracts accordingly.  

The Framework contract is about 10-12 pages long and it is signed for a specific timeframe, 

usually one or two years. Besides this, we sing a one or two pages long contract for each 

individual course with both our customers and our teachers. These shorter contracts include 

all the necessary details for the courses including the exact time, date and the place of the 

courses, the obligations of the parties and our class cancellation and guarantee policy. The 

individual course contracts are signed for the period of the course. 

Accordingly, we sign and individual contract for each course with our teachers. These also 

include all the details of the course, its duration, time and place, the hourly rate of the course 

and the obligations and rights of the parties. 

 

5. Conclusion 

Administration and management of corporate language courses is not only vital in order to 

make sure we meet all the legal requirements but also in order to maintain a good relationship 

with our clients by providing a transparent and reliable administration, management and 

problem-solving policy. We believe that if we try to assess all the needs and requirements of 

our clients from the very first stage of our contact with them, and provide a written form of 

these needs either in form of a well written contract or a personally fit curriculum, they will 

take it as a sign of professionality which is a key to nurturing good customer relationship and 

they will prefer our services to our competitors’. 
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BRIDGE LANGUAGE STUDY HOUSE (BLSH): CHAPTER 12 

Introduction  

When organising educational programmes for adults we are providing services to an audience 

that can choose based on how much they like what they are receiving and can decide whether 

they want to continue studying the language with you or find other solutions. That is why 

attending to our customer's needs with a good customer relationship must always be of 

primary importance in order to retain clients participating to our courses.  

CLE courses require even more attention and focus on the quality of the provider's services 

and customer relations through the whole process of administration of the course. 

Furthermore, our customer relationship in these types of course must be targeted to both the 

company’s management and HR and the employees who will be the learners  

At Bridge Language Study House we invest a lot of attention and  time in  customer 

relationship because we  realised that a good client retention gave us a very high return on 

investment throughout the years. At the moment 80 % of our CLE customers have continued 

to  ask for our language courses  for more than 5 years now although we only sign one year 

contracts with them but they continue to choose our services.  

In our experience of over 15 years we learned a lot from every CLE course we organised and 

especially from the administrative and management mistakes we've done. Every mistake or 

incident contributed to the clear set of procedures we are applying nowadays whenever we 

organise, start and manage any CLE course.  

When we start the negotiations with a future client we always make sure that we can discuss 

some admin issues from the beginning and remind them that when you want to organise 

courses for more than 50 people, having some established rules and regulations can help 

tremendously. These regulations refer only to the ways the courses will be organised in terms 

of minimum percentage of attendance, placement in groups only according to the level check 

test, tardiness, completion and participation to the needs analysis, end of the course test’s 

minimum score in order to continue to the next module, cancellations, etc. Although we must 

be strict on these administrative matters we are more flexible and open to tailor the content of 

the courses to their needs.  

The step by step standard procedures for the start and administration of CLE courses include 

the following:  

1. Signing the contract or learning agreement with the client. We prefer to do this before any 

testing or grouping of the participants. We offer the companies several choices, they can 
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either sign a long -term contract over a year in which case we offer them special discounts if 

they contract three consecutive courses or they can sign a contract only for one series of 

course and let them decide after the courses finish whether they want to continue or not. 

What we recommend is to sign this contract before starting any course organising procedure.  

 2. Testing and evaluating the level of participants. We priory ask the company client to 

send us the number of participants who will be included in the learning programme so we 

know how many days or dates we can schedule to do the testing and oral evaluations. We 

usually prefer a single teacher to do the testing therefore we cannot schedule more than 30 

people in one day. After we have the results of both the written test and the oral evaluation 

we place them in groups according to their level and, if possible,  area of business 

(department). Our recommendation is to keep a good record of these tests in case there are 

people who consider they weren't placed at the right level. We even record the oral discussion 

so we can re-evaluate the participant's speaking skills later on.   

3. Proposal of groups and calculating the total budget. We send the client a proposal of the 

formed groups together with a schedule and wait for their confirmation whether the format or 

schedule is ok so we can make the necessary adjustments. In this stage we also calculate the 

total budget of the courses 's costs. Because our fees depend on the number of people that 

form each group (small or large) also the final cost can be calculated only after the groups are 

formed. We don't recommend mixing the levels in the group because the course won't be as 

efficient and the learning goals and course objectives will be compromised.  

4. Invoicing. Once the proposed budget is approved by the company client, we can issue the 

invoice and send it by courier to the headquarters of the company. For large corporations 

where they have separate division and we need to invoice them separately we also send a 

summarizing table with all the issued invoices and delivery date so we won't have incidents 

where they get lost.    

5. Actual development of the courses  

6. End of the course and evaluation. In this final stage we gather from the teachers the 

results of the final tests and progress reports on each participant and send them to the 

company. We also ask the HR of the company to distribute the participants an online form  to 

be filled  that refers to the evaluation of the courses and the performance of teachers.    

  Any problems that might arise through any of these stages, we try to solve them and come 

up with suitable solutions for both the clients and us as language courses providers. We also 

try to foresee many of the issues that might come up and warn the company when we discuss 

about how to organise the courses.  
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The most  common and usual problematic situations were the ones that got to do with poor 

attendance of the courses, tardiness to early morning sessions, situations where due to bad 

chemistry we needed to change the teachers, conflicts between participant, etc. We try to 

handle each situation by analyzing the problem and discussing with all the parties involved so 

we can find a solution suitable for long term. For example when we had problems with 

employees who showed up 30 minutes late to early morning classes (from 8.00) teachers 

complained that they couldn't organise their lessons with the rest of the time left from a 90 

minutes session. Classes were interrupted until the last person entered the room sometimes 40 

minutes late. What we did was to discuss with the HR department of the company to find a 

suitable "fine" for anyone who was late. Teachers had to mark who was late and we sent 

weekly reports to the company who then fined those employees with a sum of money fixed 

per session, money that was later given to charity of course.  

For poor attendance some companies sign a learning agreement with the employees involved 

in the learning programme so that in case they don't take their end of the module exam with a 

minimum score or they miss half of the classes they need to pay half of the course fee 

themselves.  

We also had situation when we needed to change the teacher that was initially assigned to the 

group due to the feedback we received from the company after the courses had started. There 

aren't many situations like that because we usually assign teachers according to the results of 

the needs analysis that is done during the oral evaluation of the level, but when the case, we 

analyse the situation and ask the participants to try to state objective reasons for which they 

consider asking for another teacher. 

The most important aspect of it all is that we tell clients that there aren't any problems that 

cannot be solved and that communication is extremely important from both sides if we want 

things to work. Throughout the duration of a course  there can be many changes that can 

affect the course and we always try to manage those situations the best we can.   

 

Contracts  

As mentioned before we have two types of contracts: one that is signed for a long -term 

programme in cases where the company contracts 3 consecutive courses over the period of 

one year and where we offer them some discounts and single course contract for a shorter 

period of time.  

In any of the cases our responsibilities include ensuring adequate language knowledge and 

pedagogical skills of the assigned teachers for all groups and that we will provide a 
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replacement in the event of a teacher absence due to illness, that we will keep the courses’ 

schedules as agreed, that we will issue after each finalised module a progress report and a 

certificate of attendance based on the attendance of min. 70% and the course ending test 

result of min. 60% and, of course, that we will not modify the course-fee until the contract 

expires.  

As for the company client’s responsibilities we require them to ensure the optimal 

environment for the classes,  to communicate to all course participants any information 

regarding possible changes or requirements for class organisation sent by us, to ensure class 

attendance according to the mutually established schedule and to respect the established 

maximum period of 12 weeks as the period of a series of modules (courses).  

 

Conclusion  

A good client retention in case of CLE courses means to make sure you as a language 

provider have a healthy and transparent relationship with the clients you are directing your 

services to. Having a clear set of procedures and a good communication strategy with all 

parties involved in the organisation and administration of these CLE course will gain trust 

and will show the professionalism the companies are seeking at any language service 

provider. Furthermore, the way you show the openness to provide services that are tailored to 

the client’s specific needs will make the difference between you and your competitors. 
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GHOTI PROFESSIONAL ENGLISH: CHAPTER 12 

1. Introduction: 

Repeat business or ongoing classes in corporate language education are enormously 

important in maintaining a private language school and in securing a good reputation in the 

field. Effectively managing customer relationships is the key to achieving this throughout all 

the stages of a course. Laying comprehensive groundwork before the course even begins, by 

delivering a clear and relevant curriculum, ensures that the course has a clear direction. 

Immediately responding to any situations that arise during the course ensures that the course 

follows through with its promised direction and reassures the client that any future issues will 

be handled as promised. Following through, at the end of the course, by querying feedback 

forms and asking for ways to improve any aspect of the course indicates a close attention to 

detail that reassures the client their money has been well invested. All of these are essential to 

managing customer relationships and ensuring future business opportunities.  

 

2. Problem Solving Strategies: 

Ghoti’s general policy for solving problems that clients may be experiencing is to: first – 

determine what the issue is; second – discuss potential solutions with the client; three – 

implement the client’s preferred solution, four – follow up to make the sure that the issue has 

been resolved. If the client is still unconvinced, and the problem remains, the steps are 

repeated until an acceptable solution exists. If, after exhausting all possible solutions, the 

client wishes to terminate Ghoti’s services, a refund is given for all remaining classes, 

assuming payment has already been made, or is only charged for those classes that have been 

taught even if the original contract called for payment in blocs of 30 or 40 units. In all cases 

where problems have arisen, no matter the outcome, an internal review is conducted to come 

up with pre-emptive policies that can be implemented to avoid the same issue arising in all 

future courses. 

Potential problems can arise even before the first lesson. Hastily constructed curriculums and 

groups consisting of incompatible language levels can occur when the client requests the 

immediate start of courses before a thorough itemization of needs and participants has been 

established. Once the delivery of a course has been agreed upon, Ghoti requests that time be 

given for the organization of the course and proper level testing. If the client insists that 

courses begin immediately, Ghoti makes it clear that it may take time to properly assess the 

needs and levels of students and that the first classes conducted must necessarily fall outside 
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the comprehensive curriculum plan. If the client agrees to this, the classes begin, and the first 

three or four units are devoted to achieving these aims. In general, if these limitations are 

made clear and agreed to there are no issues that need to be addressed. But proper planning 

before the course even begins is central to ensuring that the course runs smoothly over its 

duration.  

The most common problems that arise during the course are: cancellations, dissatisfaction 

with the material, dissatisfaction with the teacher. In the case of cancellations on the part of 

the client, Ghoti tries to temper the client’s expectations on successfully meeting the agreed 

upon goals if classes are only held once a month and not once a week as planned, for 

example. In the case of dissatisfaction with the teaching material, Ghoti approaches the 

client’s HR department (who may be unaware of the issue) to come up with immediate 

solutions, and the class may be put on hold, if necessary, to rework the material. In the case 

of dissatisfaction with the teacher, an immediate change is made. If the problem persists, 

another change is made. If there is still dissatisfaction, Ghoti approaches the HR department 

to see if a solution is possible. 

Poor results in an end-of-course test are taken in the context of the entire course. If there has 

been a lack of attendance, lack of participation on the part of the students, or lack of 

completed homework assignments over the duration of the class, all these issues must be 

made clear to the client. In cases where these have been consistent issues, Ghoti informed the 

client in the early stages of the course and repeatedly throughout to ensure that the client’s 

expectations of reaching course goals were tempered. Class attendance and student 

participation in corporate courses can only be solved by active involvement on the part of the 

client. 

 

3. Administration and Management Tasks: 

The main administration tasks that take place before a course begins are: a first meeting to 

discuss course goals and curriculum topics, student level tests in order to properly assign 

them to groups, and the setting of the final curriculum with all the requested supplemental 

tasks and skills requested by the client. With the established curriculum, the assigned teacher 

and Ghoti’s course design personnel can assemble the material needed for at least the first 

month of the class. With the students’ level tests the groups can be organized and any 

outstanding inconsistencies can be reported to the client to see if an additional group can be 

added or, at the very least, to make sure the client understands that the group or groups are 

not made up of students at the same level. 
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Once the classes are running, the main administrative tasks are to ensure that progress is 

being made, in short meetings with the assigned teacher, and informing the client of any 

outstanding issues with the groups. If needed, class rescheduling is done according to the 

needs of the client. Ensuring teacher availability by organizing backups of at least two 

teachers for cases of illness or scheduling conflicts is also done. Early on into the course, 

usually after the first month, Ghoti contacts the client to check if they are pleased with the 

classes and to ensure that everything is running smoothly.  

At the conclusion of the of the block of units (usually 30 or 40 depending on the group size), 

feedback forms are filled out and returned, level tests are conducted, and post-course meeting 

is arranged with the client to go through test results, feedback suggestions or complaints, and 

to evaluate overall satisfaction with the service delivered. 

All of these steps are undertaken to ensure a good customer relationship. Consistent and 

thorough communication is essential in order to deal with situations that might even seem 

minor, in early stages, but which can become seriously problematic later if they are not dealt 

with as they arise. Also making clear that the promised delivery depends on the attending 

students participating as much as on the teacher and the material delivered, if not more so, is 

also part, not of assigning blame, but of making clear that education requires the participation 

and presence of students. A teacher cannot motivate a class that has never shown up. At the 

same time, if students are not attending classes for reasons outside of the fact that they are too 

busy with their job demands, addressing these reasons early on is entirely Ghoti’s 

responsibility and ensures a positive customer relationship. 

 

4. Contracts: 

Ghoti signs a contract with the client that covers a basic terms of service agreement, the 

number of units ordered, the price per unit, and all banking details and information required 

by Austrian law.  

The general responsibilities of the school are to deliver the ordered units in the agreed upon 

time frame and to cover the material agreed upon with the client. Ghoti offers a 24-hour 

notice policy, in which any class can be rescheduled if it is cancelled within 24-hours of 

when it was scheduled to occur. The client agrees to make half of the total payment half-way 

through delivery of the agreed upon units, and the other half at the conclusion of the units. 

Depending on the number of units ordered, all units must usually be delivered within six 

months of the signing of the contract. At which point the client will be billed for the full 
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amount regardless of whether or not all the units have been delivered. But any undelivered 

units will be scheduled for when the client requests them. 

Any violation of the contract, either by the client or Ghoti, will result in recourse to the 

Austrian legal system, though this has never occurred and Ghoti strives to come up with 

solutions that altogether avoids any recourse to litigation.  

 

5. Conclusion:  

Clearly established needs, proper preparation, and realistic service offerings are central to 

providing effective customer relationship standards. The customer is always right, the 

customer is the boss, or the king, or queen. This is the principle under which Ghoti always 

operates. Complex and sometimes convoluted problems often arise because of a lack of 

effective communication. As a language school, the responsibility of dealing with such issues 

is on us. Any problem can be dealt with once that problem is clearly understood. The onus, as 

both a service provider and a language school, is on us. 
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NISTA: CHAPTER 12 

1. Introduction 

In such a small town like Koper, Slovenia (50.000 inhabitants), an excellent customer 

relationship is of crucial importance because there are about 12 other language schools who 

offer similar programs and the competition is tough. We have a saying: “One unsatisfied 

client drives away a thousand clients”, unfortunately, on the other hand, a satisfied one only 

brings a few. Bad news travel fast so we do everything in within power to avoid a conflict 

situation and to show the clients that their wishes and needs come first. The main goal is a 

satisfied, returning client with whom we have established a long term and solid relationship. 

Satisfied clients create a good reputation which is a big part of marketing. 

2. Problem solving strategies 

When a problem arises, we react fast and take into serious consideration every minor 

complaint or negative comment. Even if at first it does not seem like an important issue, we 

have to resolve everything that might interfere with the course being carried out smoothly. 

The customer must feel important and see that we care about their wellbeing and progress in 

learning languages. Any problem that we may deal with, we always try to find a win-win 

solution, to satisfy the participants, the sponsors of the course and to not go against our 

school’s policy. 

Looking back, the most common and recurring issues were connected to the participant – 

teacher relationship. The chemistry was not right which caused a few issues, for example, the 

participants did not feel comfortable in class and they did not participate during lessons. 

Another problem with mostly beginner levels was when the teacher was a native speaker and 

the participants did not completely understand and they requested a Slovene teacher. In this 

case we explain to the clients the benefits of being taught by a native speaker and they 

usually understand. 

The issue from the academic aspect was when the participants were not on the same language 

level. When such issue was brought to our attention by our teacher or the participants, we 

suggested dividing the group into two smaller groups which was had to be approved by the 

sponsors. We were able to make the change is approximately 40% of the times. 

Some participants did not like the pace of the course or the course schedule – for the night 

owls, sometimes the early morning classes were too early and for the early birds, the late 

night classes were too late. This is one issue that has shown to be more often than anticipated 

but is one of those problems that we cannot do anything because if their sponsor has 
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requested this schedule, we must keep it that way otherwise, we would be breaking the 

contract.  

The most unacceptable problem, caused by a mistake in administration is when the 

participants are not notified about a change in the schedule on time and they come to the 

school and there is no class.  

In one specific case, a company – a chain of hotels who was our old client, demanded a 44-

hour course in a month and a half for seasonal employees in their high summer touristic 

season. The participants were working full-time and in their free time, they were attending 

the course. After some time, some stopped coming to class and few even quit which was 

unacceptable and we had to take measures and find a solution. Due to their busy schedule, we 

adapted the course, made the learning more fun and lively, with a lot of games. The result 

was great, the participants showed more interest and some of them even preferred the non-

traditional way of learning. 

3. Administration and management tasks 

For a course to run smoothly, we must assure that everybody involved (administration team, 

teachers, sponsors and participants) receive all the necessary information before the course 

which includes the proposal, the contract with course details, the certificates of enrolment for 

every participant (where they can find the details about the course and the information to 

access our online program – Nista Assistant) and the invoice. Before the course we need to 

gather all participants' data, to be able to insert in into the Nista Assistant program. We 

prepare a contract with prices and dates and once the contract is signed, we can proceed. We 

prepare the syllabus and present it to the client. To avoid any misunderstandings, we sent out 

another email before the course reminding them about the start of the course.  

Towards the ending of the course we distribute the questionnaires and after the course if 

finished, we prepare the certificates. After the course is done, it is very important to keep in 

touch with the clients, to keep them up to date with our new offers, new programmes, new 

staff, new clients’ testimonials, new services and everything else they might benefit from. 

 

Due to the fact that our on-line register – the program Nista assistant contains all information 

about the courses such as date and time of the course, it is crucial that we keep the program 

up to date, which is a big part of the clear communication.  

 

We have found it very important to communicate with one person only from the company, 

this way there is no risk of misinforming but the communication runs smoothly and clearly. 
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In case of direct complaints or demands from participants, we always consult the course 

sponsor. If the sponsor agrees, we come up with a solution and make the change. 

 

4. Contracts 

The contract includes the data of both parties involved, the anticipated length of the course, 

the schedule and place of the course, the price and payment conditions and the validation (see 

appendix). The contract must be completely synchronized with the previously discussed 

conditions to avoid conflict. 

 

One aspect of the contract which may cause discontent is the course duration. At the 

beginning of the course, we agree upon a termination date, so if they cancel in between it 

might become a problem. Certain companies have the tendency to cancel or postpone some 

course dates quite often which automatically get pushed at the end of the course or to a 

different date. In case of the change of the date, there are no problems, just some extra 

administrative work however in the case of cancellations the course gets prolonged. In the 

contract is written that only 4 cancellations per course are allowed but this rule gets broken 

very often so we have to politely warn them that if they will continue cancelling the course 

this much, they might not terminate until the date set in the contract.  

The payment conditions have changed throughout the years. In the beginning years, there was 

no such thing as instalment payment for corporate client but since recession, we allow two 

instalments even for corporate clients. Due to the economic crisis and consequently the lower 

number of courses for corporate clients, we had to adapt our system. We do though check it 

regularly and make sure that the payments are made in a timely manner. Checking our 

payment records, we have about 1 or 2 companies each year that are late on payments. 

Sometimes, to get the client, we had to adapt too much and by too much we refer to situations 

when the client was the one dictating us what payment conditions will he/she have. But we 

definitely learned that if we set the conditions in a clear way, the clients respect that. 

We have had clients who violated the contract from different reasons, often inexcusable such 

as work load but this occurs very rarely. The two major issues were non-payment and early 

cancellation of the course. 

 

5.  Conclusion 

All communication between us and our clients or potential clients must be very clear, polite 

and non-invasive. There is a huge difference in the nature of the relationship if they client 
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approaches us with demands or if we were the ones who called them and made a proposal. In 

case of the client being the one who contacted us first, it is much easier to communicate, to 

market and to keep a great relationship. We have more confidence, we do not make any 

exceptions in our rules and the participants are usually more determined to learn. 
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Appendix 

 

CONTRACT - sample 

 

Company 

 

Name ____________ 

 

Address _______________ 

 

VAT number _____________ 

 

Phone ______________ 

 

Identification number ______________ 

  

Represented by the Director _______________ 

 

(hereinafter referred to as: the Client)   

 

and 

 

JEZIKOVNI CENTER NISTA  

 

NISTA d.o.o., Šmarska c. 5/d, Koper, 

 

Phone: +386 41 44-90-90 

 

Tax number: 85803162 

 

Identification number: 5529123  

 

Represented by the Director: Stanko  Rajčič 
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(hereinafter referred to as: the Provider)  

 

 conclude the following  

 

CONTRACT FOR THE PROVISION OF LANGUAGE TRAINING  

 

Article 1  

 

The object of the contract is the provision of language training: 

 

SPECIALIZED ENGLISH LANGUAGE COURSE (UPPER-INTERMEDIATE - B2), 

 

44 LESSONS  

 

Article 2  

 

The language training course will be held at the Client's headquarters, located on _________. 

 

Course Schedule: every Monday 11.00-12.30 p.m. 

 

Beginning of the course: Monday 11th September 2017  

 

Article 3 

 

The Provider hereby undertakes to carry out a language training course and to ensure that the 

course is carried out in keeping with high professional standards. The Provider shall also 

ensure that the course is carried out by an experienced professor of foreign languages and 

provide any additional equipment required for high quality language training and for the 

successful execution of the course. 

 

Upon the completion of the 44-hour course, the participant shall be given written and oral 

exams to evaluate their knowledge and issued a certificate with a descriptive assessment of 

his knowledge. The school shall also issue a certificate of attendance, should the Client 

request one.  
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Article 4 

 

The Provider undertakes to carry out the course agreed upon with regularity and in 

accordance with high standards of quality. If previously agreed so by the parties, The 

Provider may change the schedule and carry out, at a later date, any lessons that may have 

had to be postponed due to unforeseen circumstances that are beyond the Provider's control 

and that do not depend on the Provider (e.g. a teacher's absence due to illness, exams ...).  

 

Article 5  

 

The Client may change the schedule or cancel lessons for justifiable reasons, only 4 times 

throughout the course, and only if:  

 

1. the Client informs the school's management of the changes or cancellations, at least 24 

hours prior to the cancellation; unless the course is scheduled on a Monday morning, the 

Client shall inform the Provider of the cancellation by telephone (emergency telephone 

number: +____________________) 

 

2. The Client is able to reschedule the cancelled lessons within the same week or the 

following week at the latest.  

 

If the conditions above cannot be met, the school is not required to provide substitute lessons. 

Should a participant fail to notify the school of his/her absence with at least 24 hours' notice, 

the school shall not be required to provide substitute lessons and the lessons shall be deemed 

as executed by the Provider.  

 

Article 6  

 

The Parties agree that one lesson, as per Article 1 of this Contract, equals to: 

 

SPECIALIZED ENGLISH LANGUAGE COURSE (UPPER-INTERMEDIATE - B2), 

 

44 LESSONS 
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35€ / lesson = 1.540€   

 

Article 7  

 

The Provider shall send an invoice for the services provided to the address of the Client. The 

Client shall pay the 1st part of the invoice before the start of the course, while the second part 

of the invoice shall be paid no later than 8 days before the end of the course.  

 

Article 8  

 

This Contract may not be cancelled by the Client and is valid until 31. 12. 2018. Changes 

may be made to its content only for specific reasons, and only if the legal representatives of 

the Client and the Provider agree to said changes. 

 

All other terms of the Contract remain unchanged. The course shall be held during the school 

year 2017/18 and any uncompleted lessons may not be carried over to the next school year.  

 

Article 9  

 

The Parties agree to conclude any amendments and additions to this Contract in writing, as 

Annexes to this Contract.  

 

Article 10  

 

The Parties shall attempt to settle any dispute arising from this Contract in an amicable way. 

If, in the event of a dispute, the Parties are unable to reach an agreement, the matter shall be 

referred to the Court of Koper.  

 

Article 11  

 

This contract shall be executed in two (2) copies, of which one shall be submitted to the 

Client and one to the Provider. 
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The Parties agree that the Contract shall be concluded upon being signed by both Parties and 

that it shall take effect as from that date.  

 

Article 12 

 

The custodian of the Contract on behalf of the Client is _______________, whereas the 

custodian of Contract on behalf of the Provider is Mrs. Alenka Rajčič. 

  

 

Koper, date 10.9.2017 

  

 

PROVIDER:                                                                                                    CLIENT:                                                       

 

  

 

NISTA d.o.o.,                                                            Name of the company,  Address, 

Signature 

Šmarska c. 5D, Koper      
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CHAPTER 13:  

WAYS TO MOTIVATE STUDENTS (THE MINIMUM NUMBER OF HOURS 
NECESSARY TO ADVANCE ONE CEFRL LEVEL, INCLUSIVE OF THE 

ADDITIONAL HOURS REQUIRED OF STUDENTS OUTSIDE OF CLASS.)  

 

 

Chapter Summary: 

In motivating participants of the course all language centers agree that the role of the teacher / 

trainer is especially important. The teacher’s personality and rapport with the students can be 

the most important motivating factor in continuing a course. It is also the role of the teacher 

to identify the participants intrinsic and extrinsic motivations and deliver the classes 

accordingly. 

Besides it is also important to set the goals and expectations of the course as this way 

students have a realistic picture of what they can or sometimes have to achieve by the end of 

the course. Setting up the requirements of the course provides a strong extrinsic motivation. 

Closely connected to this choosing the right material for the course is also considered a very 

important motivating factor by all language centers. Students feel more motivated if the 

course is personalized to their needs with task-based course material with job benefits. 

Good classroom environment seems to be considered important by the language schools. 

Students should feel that their needs are assessed also from this aspect and that they have all 

the necessary aid for learning. 

Adequate error correction is also mentioned at most of the language centers as one of the 

strongest motivating factors if students’ experience it as a positive experience as well as 

giving rewards for good results. This is mostly carried out by giving personal feedbacks and 

certificates. Homework should be challenging and motivating, and the teacher has to make 

sure that the students have the time and means to complete these assignments and they can 

also be made motivators if they are included as a percentage in the final evaluation. 
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ANTENER: CHAPTER 13 

Motivation should play a central role during any language education course. It depends on 

many things including both the intrinsic motivation of the participants to learn a given 

language, and extrinsic motivation, mainly triggered and created by the educator both in and 

out of the classroom environment. Finding the right and most effective ways to motivate 

different students should be an ongoing process, as it usually starts before students enter the 

classroom and ideally continues after students go home or finish their course.  Using the right 

methods for motivation and making sure motivation does not stop once the students leave the 

classroom is a key element to the success of a language course and effective learning cannot 

happen without it. 

The methods that are used to motivate students depend on various factors including students’ 

age, the number of students in the classroom, their goals for learning the target language, 

their educational / vocational background, etc.  

When we talk about ways to motivate students we have to mention the role of the educator on 

the first place as the teacher of a course will be the one who triggers students’ extrinsic 

motivation at least during the time that they spend in the classroom. The first motivating 

factor is the personality of the teacher, their rapport with the students, their ability to create 

trust and their professionality with which they turn language learning into a positive and 

rewarding experience. 

Statistics show that when the participants like and trust their teacher, they are more likely to 

sign up for the next course especially if they can continue their studies with the same teacher. 

In our experience, this is why it is crucial to choose the right teacher for a given course and 

this is why we have stated that motivation starts even before students enter the classroom by 

carefully conducting needs analysis and by knowing the educators we work with. 

 Creating a relaxing classroom environment is also an important part of motivation. If 

students feel comfortable and safe in the classroom environment they are more likely to use 

the target language with more confidence. A classroom should also be equipped with all the 

necessary tools and equipment that is needed for the successful delivery of the language 

class, not only as a sign of professionality but also to make students feel that their learning 

process is aided by all necessary means.  

Closely related to this, patterns for interaction are other crucial motivating factors. An 

educator needs to choose the right interaction patter (individual work, pair work, groupwork, 

etc.) that suits the needs and the learning styles of the students. More extroverted or shy 
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students might learn better if they have the chance to work on their own or in small groups 

whereas we need to give more extroverted students the possibility to express themselves in 

front of a bigger audience. 

A highly debated topic is whether a teacher should allow students to use L1 in the classroom 

or not. In our experience the best practice is not to restrict students to only use the target 

language, especially at lower levels, as the more reserved students who lack confidence may 

retreat from speaking whereas if students feel they can, if necessary use L1, they feel safer to 

use the target language while they still can resort to their mother tongue. 

Error correction is a very important factor as well, is it can easily undermine students’ 

motivation if not done properly, but can give students a good feedback and reinforcement if 

done correctly. Error correction mainly depends on the style of the teacher and there are a lot 

of ways to correct students’ mistakes. It can be done on the spot or can be delayed; the 

teacher can give feedback individually or to the whole class or the teacher can use peer 

correction when students correct each other’s mistakes. The most important thing is to be 

consequent about the method so that students get used to it, and they know what to expect. 

Students usually like to be corrected, however the style and time of error correction must be 

in accordance with the students’ learning style. 

 The delivery of the lesson itself can be the motivation for the students. The more 

variety of materials are used, the easier it is to keep high levels of motivation and 

participation in class. The use of realia and other visual tools, using different technologies 

and the method of blended learning all contribute to delivering an interesting lesson. It is also 

important to personalize the lessons. It means that the educator knows the participants of the 

course and brings in topics and materials that are related to the jobs, hobbies, fields of 

interests of the students. Students find it easier to talk about an already familiar topic and 

everyone likes to learn about things that they are interested in. Personalization can also mean 

to help students set up personal goals that they would like to achieve by the end of the course. 

These goals should be realistic and should be high motivating factors for students who 

usually strive to reach these goals. 

 Another important factor is setting up requirements and rewards. Students need to 

know what are the requirements of the course and these requirements such as the minimum 

amount of participation, or the minimum percentage they have to reach on the mid- and end-

course exams are strong extrinsic motivating factors, especially for adult students as for them 

not passing the tests could mean losing face that they try to avoid. It is even more prevalent in 

case of CLE courses where low levels of participation can mean that the students can not sign 
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up for the following course or that they have to pay the whole amount of the course that is 

normally funded by their companies. Similarly failing the end course test can have the same 

consequences plus participants might not get promoted or might not be able to climb higher 

on the corporate ladder if they don’t have measurable results of their language knowledge.  

However, if we have requirements we also need to have rewards. Praising plays an important 

role in motivation and in our experience the best practice is to give students individual 

feedback about their improvement both after the mid-course and the end-course tests. These 

feedbacks describe the skills and areas in which students managed to improve during the 

course and gives them suggestions for further improvement. Student really like to receive 

these feedbacks and it gives them a lot of confidence and the feeling of self-satisfaction. 

 Motivating students should not stop once students leave the classroom. This is where 

we have to mention home study management as an integral part of a language course and 

another key to the successful learning curve of the participants. The easiest way to manage 

student’s home study is to give them homework or home assignments. Although, it is very 

important not to give too much homework that students have no time to complete or too 

difficult homework that is above the level of the students, as it can undermine motivation and 

students who tend to avoid doing homework in the future once they find it too difficult or too 

much. The easiest practice is to assign a written homework such as from and exercise book 

that gives students extra practice of the material that was covered during the class. With this 

kind of homework, the teacher can make sure that students spend a certain amount of time 

learning English outside the classroom as well, it is easy to control and check and it is 

predictable and familiar for both the students and the educators. With higher level students, 

teachers can assign different homework assignments that students find exciting and 

challenging. These include writing argumentative essays about more thought provoking or 

controversial topics, doing online/offline research about something or listening to podcasts or 

watching videos. It is very important again to assign a task that is challenging but still 

motivating and not too demanding for the students to complete. In case of listening/ video 

watching assignments, it is also important that the teacher keeps the ‘task before the text’ rule 

in mind and never gives out such assignments without an adequate set of pre-, while-, and 

post listening/reading tasks.  

Ideally students will spend time using the language outside of the classroom as much as they 

can, using authentic materials such as listening to music, reading articles and newspapers or 

watching videos in the target language. Most of the times the problem is that students don’t 

feel confident enough to use these resources and they think their level of language knowledge 
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is not enough to use such resources and materials. The best way to motivate students, in our 

experience is to show students how these authentic resources work, how to find them and 

how to use them first in a safe classroom environment so that students will feel more 

confident later on to venture out and use them on their own. 

 There are numerous ways for keeping up high levels of both intrinsic and extrinsic 

motivation in a language education course and choosing the right way will create a positive, 

confidence enhancing and very effective learning experience. Motivating students can only 

be successful if it exceeds the classroom and it fosters the participants’ future motivation to 

learn and to get better in any foreign language. 
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BRIDGE LANGUAGE STUDY HOUSE (BLSH): CHAPTER 13 

Introduction 

Learning a language is a long and complex activity and one of the biggest struggles adults 

face when they are learning  a new language is finding the necessary time to learn and 

practice it and, of course, the right motivation why they do it. 

In CLE courses teachers need to practically help learners to find their own motivation to keep 

learning the language and offer them the right environment and learning tools to practice the 

language skills they want to learn. In other words, motivation is the fuel that keeps the learner 

be more interested in learning the language and actively participate to the courses.  

   

Motivating methods 

There are many ways in which learners can be motivated to learn a language, the majority of 

them refer to intrinsic and extrinsic motivators, but we will mainly refer to the motivation 

that can come from the environment of the learner (extrinsic), mainly the teacher's teaching 

and coaching skills, the right learning environment setting, the additional learning tools and 

the practice area or fields the learners have contact with in learning the new language.      

One of the strongest extrinsic influence on learners motivation to learn a language is the 

teachers' skills to help students find motivation and their learning coaching skills. A good 

teacher doesn't need only to know how to teach the language but also to  make students love 

the language and find motivation to keep studying the language and find courage to speak 

and practice it. 

Especially in adult education teachers need to set achievable goals in CLE courses and, most 

importantly, to set realistic expectations and help learners realize what they need to do in 

order to achieve these goals. Most adults lose motivation to learn when they are faced with 

the reality that they can't learn the language as fast as they thought they would or find 

themselves stuck with  their frustrations that they can't communicate in that language. This is 

where teachers need to offer support and  help learners identify their own struggles with other 

learners' or show them that the learning goals can be achieved  only in steps and with 

additional effort invested outside class.  Teachers can offer support and encourage CLE 

participants in many ways, depending on the level and type of learners  they teach. For 

example, in lower level CLE courses teachers pay more attention to the error correction 

methodology and avoid correcting directly the learners' errors because, in this way, they 

encourage them to speak more so participants overcome the learners' fears that they won't be 
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able to speak English or communicate in this language. The focus at these lower level courses 

is on encouraging speaking or communicating as simply as possible in order to achieve the 

main objectives of the course which is to train learners how to communicate in English.  

Another effective methods to motivate learners is to finish each learning cycle with a 

practical task learners are able to achieve with the studied structures or vocabulary. This way 

the teachers is able to demonstrate the learners that there is a final palpable outcome of the 

learning process.   

What teachers do more at Bridge Language Study House is to allocate time to train the 

learners how to learn or study the language. Many participants to our CLE courses don't 

know what they need to do to learn and use more vocabulary or to adapt what they learn to 

what they actually use and perform at work, or how to remember some structures so teachers 

need to find ways to help learners to acquire the language in the fastest and most efficient 

way possible.  

Also, the teaching and learning environment is important because participants to CLE courses 

need to be immersed in this learning experience in order to think in that language and also to 

assimilate the culture of the language they're studying. 

With CLE courses is a little bit difficult to create the right atmosphere and learning 

environment as courses take place at the company's headquarters but we try to adapt and offer 

participants the right tool to create their own learning environment. A way we found to give 

participants the opportunity to stay connected with the  teacher and rest of the class besides 

the course time is trough our Moodle platform where we created virtual classrooms where 

teachers can share extra materials with the course participants or learners can share info 

between them or ask questions or even upload texts or other study materials. It is a very 

useful tool to make CLE participants to use extra time to study and stay connected with the 

learning environment.    

Regarding rewards as a motivating factor, it only applies to the type of people who are 

usually competitive, set strict goals and want to obtain recognition for their own personal 

achievements.  Language certificates work as such rewards in case of language learning for 

those who want to certify the level they achieved although the interest in these international 

exams has slowly decreased in the past years.   

  

Home study management  
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As mentioned before, the key to effectively learn a language is by spending extra time 

besides the time invested in the courses. The Common European Framework of Reference  

recommends between 90 and 120 hours of study  for each level (A1, A2, B1, B1+, B2) and 

because the majority of language courses providers offer the minimum number of hours in a 

course, the rest is considered home study and practice. At Bridge Language Study House we 

allocate 90 hours for each level, therefore we must encourage and recommend teachers to 

include homework and home study in their teaching.  

With CLE courses, it is a little bit  more difficult to motivate students to spend extra time at 

home  doing homework and study due to the obvious lack of time. However, teachers try to 

introduce the concept even from the beginning of courses and include homework in their final 

evaluation at the end of the module. Other methods to boost homework motivation are to 

include the time spent for it in the actual working time as some companies practice, meaning 

that the company allows the employee to take one or two extra hours a week from the total 

number of working hours for extra homework and language study.      

 

Effective practices and recommendations  

In our experience we have tried various methods to make CLE course participants spend 

extra time with home study and practice, some of them work for some types of learners while 

others  didn't have the wanted effects as it depends very much on the learners' background, 

language skills, interest in learning the language and, of course, the  time they have at their 

hands.   

Here are some of the best practices we have tested at Bridge Language Study house so far:  

• Learning Agreements: teachers try to conclude informal learning agreements with 

CLE participants where they include the course's objectives, the tasks and 

responsibilities of the teacher but also the learning responsibilities of   the 

participants.  

• Evaluating the participants' involvement in home study and practice after the mid-

course test. Usually the ones who actually spend extra time learning at home have a 

great score at the mid-course test so the teacher should  seize that moment and  try to 

show the others that the best results are achieved by extra homework.  

• Offering practical and interesting activities as homework tasks. It is far more 

interesting to do a challenging task on a topic of your interest as part of home practice 

rather than doing boring drilling exercises.  
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•  Include a percentage of homework practice in the final evaluation score. For 

example, at higher levels where CLE participants need to correct their use of English 

the teachers must build their end of course test on one or two complex writing tasks, 

but if they include a percentage of the learners' homework performance course 

participants are more willing to spend time doing the writing tasks at home rather than 

in a test.  

• Homework cross-evaluation. In order to be more challenging and interactive, teachers 

use this cross-evaluation method where learners are asked to evaluate each other's 

homework first and if the competitiveness spirit is high in that group, participants will 

feel more  challenged  to do their homework right.       

 

Conclusion  

Whatever method we chose to teach, extra time with home work and practice is extremely 

important when it comes to learning a language and advancing to a higher level.   Both CLE 

teachers and participants need to acknowledge the importance of extra practice and must find 

suitable ways to find the time and tools to invest this time in the whole process of learning the 

language.  
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GHOTI PROFESSIONAL ENGLISH: CHAPTER 13 

1. Introduction: 

A course may be well prepared with a relevant and fixed curriculum that meets the needs of 

both the client and the participating students, with interactive exercises prepared, an excellent 

teacher, and, despite every requirement being in its right place, an individual student still 

lacks the necessary motivation to consistently engage in a class. This is the next-to-best 

situation (the best situation being that all students are engaged in every class all the time). 

Finding methods that produce the motivation necessary among the attending students remains 

the greatest challenge in delivering effective in-person language classes. Focusing on one 

grammar point for an hour, with the full participation of the class, comes to nothing if it is not 

followed up at home with intense learning. For most people language is not something that 

can be studied overnight and then repeated flawlessly. It requires almost constant, daily 

attention and practice to reach relevant targets and goals. Since most CLE courses run 

weekly, or twice a week at most, motivating students both in class and outside of class is a 

central requirement to meeting the service offering that has been sold and promised. 

 

2. Motivation methods: 

The first, most obvious, step in ensuring student motivation in CLE courses is to make it clear 

in the initial meetings with clients that attendance, participation, and the completion of 

assigned homework is essential in achieving the course goals agreed on in the initial 

meetings. Once these goals are made clear to the participating students, and they understand 

what is expected of them both in class and in the completion of assignments outside of class, 

motivating students can always be brought back to the fact that their company expects them 

to treat lessons the same way that they would treat their own job responsibilities.  

The language trainer, which can also be seen as a ‘team-leader’ in the context of CLE, has the 

major role in maintaining and improving student motivation. Quickly identifying problems, 

coming up with solutions, maintaining an open and communicative inter-personal 

relationship with the students, the teacher must respond to the changes in mood and 

behaviour within the class. 

Making the language material engaging and interesting through the use of group exercises or 

open discussions on the difficulties associated with specific language points is part of the 

teacher’s role. Creating a lesson plan that alternates between the presentation of material and 

its immediate repetition by the students in the context of an interactive exercise helps to 
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ensure that students remain constantly engaged because they know they will all be asked to 

reproduce a language point and demonstrate that they understand the material. The teacher is 

also responsible for making error correction a positive experience: by pointing out what was 

done well before highlighting mistakes, by refusing to give up on students and insisting that 

the mistake is corrected before proceeding to the next point, and in some cases by pointing 

out how some mistakes are commonly made by second language English speakers. Properly 

done, error correction can become a significant motivating factor to students because it 

provides instant results in the improvement of their language skills.  

If a course, or a block of units, is to be concluded with a test, the reward of doing well on this 

exam is another method of motivating students to remain engaged and interested in class and 

with the assigned homework. Regarding the number of hours necessary to advance a CEFRL 

level, Ghoti strictly adheres to the recommendations of the Cambridge English Language 

Assessment which suggest that advancement through each level requires between 50 and 100 

hours of instruction. Ensuring that the client understands that extended pauses in the delivery 

of a course and frequent class cancellations will reduce their overall effectiveness makes it 

clear that no guarantees on the number of hours necessary in level advancement can be made. 

 

3. Home study management: 

The goals of CLE courses can rarely be achieved by in-class work alone, especially when 

courses run only once a week. The consistent completion of homework assignments and 

encouraging students to adopt a language learning routine that they can follow even after the 

completion of a course is one of the main challenges in motivating students. 

The amount of homework assigned depends on both the initial client meeting that determines 

the goals of the course, and on student feedback to the teacher in the first few classes to 

discuss the amount of time they have available for self-study. If the client’s expectations and 

the feedback from the students contradict one another, the situation must be made clear so 

that both understand what is feasible and expected.  

Homework assignments can generally be characterized as complementing either the core 

material taught or the supplemental material that varies from class to class. Core material 

homework assignments are often worksheets (gap filling exercises, sentence writing) that 

encourage a review of grammar points covered in class. Supplemental material homework 

assignments can take many different forms. Some examples include: a professional email, 

that fulfills a set of requirements, sent to Ghoti to practice email writing; the preparation of a 

short presentation that is then delivered in class to practice presentations; watching an 
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English language news report (on BBC or CNN for example), and then summarizing the 

report in class to the teacher and other students. Any one of a number of supplemental 

material exercises, which are based on the direct needs and interests of the students, helps to 

get students involved early on and motivated to complete homework assignments throughout 

the course, even with less interactive, core material, grammar home assignments.  

Insisting on hard deadlines, that the students have agreed to, for the submission of homework 

assignments is also necessary to ensure that students are motivated to complete the work on 

time. 

 

4. Effective practices and recommendations: 

Teacher and student feedback has helped Ghoti to focus our methods in motivating students40 

both in class and in the completion of homework assignments. Practices that have worked 

well have been conveyed to other teachers and gone into the lesson plans that Ghoti uses in 

designing its curriculum. While each new group of students presents its own challenges 

regarding motivation in class and in their self-study practices, ensuring the implementation of 

common practices that have proven results gives a class the best possible chance of beginning 

with a positive atmosphere and having expectations made clear.  

Utilizing responses from Ghoti’s survey, students enjoyed the use of group exercises in the 

delivery of lessons, including roleplays and mini-presentations, and the mixing of core 

grammar material (for the first unit of a class for example) with additional practices or 

supplemental material (in the second unit of the class). The immediate correction by the 

teacher of spoken mistakes was also viewed positively. For homework assignments, students 

responded best to exercises that were directly linked with their jobs as well as their language 

learning targets – writing emails, for example, or producing short excerpts of business 

reports. As long as these types of exercises made up the majority of homework assignments, 

grammar learning or vocabulary learning homework could be assigned periodically. Most 

importantly, directly engaging with each class to come to a consensus on what was both 

necessary and possible was essential in successfully motivating and engaging the group.  

 

5. Conclusion: 

The best way to ensure student motivation is for a course to have clear goals, relevant 

material and tasks, and be conducted in the appropriate level of the participating students. If 
                                                             
40 Survey conducted from the last quarter of 2016 (1/10/16 – 31/12/16) and the first quarter of 2017 (1/1/17 – 
31/3/17). 
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the needs of the client are clearly conveyed to the students, and the teacher is engaging in 

creating supplemental material that is interesting and desired by the students, it is more than 

possible to create a positive atmosphere with a high level of motivation both in-class and in 

the completion of homework assignments. Flexibility in reaching solutions, while demanding 

a fixed adherence to the agreed upon terms, is essential in ensuring results. 
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NISTA: CHAPTER 13 

1. Introduction 

No corporate language education (CLE) course can achieve success without sufficient 

motivation on the part of course participants. In this regard, CLE courses are no different than 

retail language education courses (RLE). However, broadly speaking, student motivations 

generally differ depending on whether it is a CLE or RLE course. Likewise, the methods used 

by the instructor to encourage and maintain motivation can differ as well. Best practices for 

ensuring motivation in a CLE course will take into account the features unique to the CLE 

environment. 

 

2. Motivation methods 

The motivations of course participants in CLE courses ultimately are as varied as the 

individuals taking the course. Psychological factors play an important role with the thoughts, 

feelings, and expectations of each individual student contributing to the course outcome in 

some way. However, whatever the variety among individual participants, certain things are 

true whatever the course. In particular, the motivations of course participants can be divided, 

broadly speaking, into internal and external motivations. 

 

External motivations are easiest to identify. In CLE courses, participation is very often a job 

requirement. Likewise, achieving a certain level of success in the course is often a 

requirement with that degree of success established by the business client at the outset using a 

set of metrics. External motivations in CLE courses can also include the expectation of 

improvement at language-related professional tasks. 

 

However, external motivations can also be negative. If participation in a CLE course is a job 

requirement and a given participant has no personal desire to take the course, the external 

motivation (e.g. being forced) can be an obstacle to course success. Likewise, if a course 

participant is worried or anxious about achieving a sufficient score by course end as failing to 

do so is perceived as putting his or her job at risk, the external motivation (performance 

anxiety) can also prove an obstacle. 

There is an obvious parallel between external motivations in CLE courses as described in the 

examples above and RLE courses when the participants are students or children. But some 

RLE courses involve adult participants under no obligation to succeed at or even complete a 
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course. But just as in RLE courses, external motivations must be identified by a CLE course 

instructor as quickly as possible so that they can be addressed on a case-by-case basis. 

 

Internal motivations on the part of CLE course participants are initially harder to identify and 

tend to vary. When a CLE course participant agrees with the requirements put forward by the 

business client as regards the course, the external and internal motivations coincide. CLE 

course participants will find their own ways to self-motivate because they see the value of the 

course. This is especially true when the CLE course is task-based and offers clear on-the-job 

benefits. Additionally, CLE course participants can for being professionals bring a focused 

and serious attitude to the course, which is a real benefit. But CLE course participants also 

can have a wide variety of individual reasons to stay motivated, mostly associated with what 

the course offers them. A participant, for example, who wants to travel on holiday in the UK 

or a course participant who wants to speak English with his grandchildren in America have 

clear personal gains as result of a successful course. 

 

In the case of negative internal motivations, these are both hardest to identify for a CLE 

course instructor and hardest to overcome. If a CLE course participant is privately opposed to 

attending a course, sees no personal or professional benefit to it, is too busy to attend, or has 

other personal reasons for being unmotivated, it falls to the CLE course instructor to try to 

find a tailored solution. This can prove difficult as the instructor already has many tasks at 

hand. But finding a way to successfully motivate an uninterested or preoccupied student can 

have add-on benefits for the class as a whole. 

 

The starting place for successfully addressing student motivation in a CLE course is to 

specifically identify the internal and external, positive and negative motivational structure at 

the start of the course. This can be done, in part, by way of needs analysis including 

questionnaires and discussions. When it comes to external motivation, it is important that the 

instructor not only be clear in establishing with course participants what the business client's 

expectations are in the course, but very importantly for motivation, to show participants a 

clear path to achieving those expectations. Students must, above all, believe that it is both 

possible and likely to achieve course goals. This will alleviate anxiety or feelings of injustice 

on the part of students who worry about meeting requirements. The CLE instructor must also 

identify practical (task-based) needs that can be served by the course for different students, 

and show students a clear path by way of a course syllabus to reaping those rewards. 
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3. Home study management 

One area specific to CLE courses where an instructor must use real care is that of home study 

management. Because CLE course participants are already working full-time jobs, even 

highly motivated students can find it difficult to keep up with a course. Thus, the CLE 

instructor must begin to ensure positive motivation in the earliest stage: course syllabus 

design. Work assigned to students outside of class must be specifically chosen in such a way 

that students feel motivated to complete the work and practically speaking have the time and 

means to do so. To that end, homework assignments that involve subject-matter of stated 

interest to students, professionally or personally, can be of great benefit. Likewise, choosing 

assignments that dovetail with on-the-job tasks and which can even be completed on the job 

with ease is a CLE best practice. 

 

During the CLE course, the instructor continues to help with home study management, acting 

as a guide when it comes to time management. The instructor can provide tips on how to find 

the time to complete assignments on a case-by-case basis. To the 132 lessons we program for 

each level, we usually add approximately 16 more lessons of home study. 

 

It goes without saying that classroom motivation techniques vary slightly according to the 

teacher, the students and the type of course. The following techniques have been used in both 

CLE and RLE courses with some adaptations and variations.  Here are a few examples:  

- Interest higher-level students in current trends and news stories related to their 

field of work: Students who work in a business environment often read news stories 

related to their field of work in their native language and at work without even being 

aware of it they exchange information even if it an informal chat. Bringing the news 

to the classroom is a way of encouraging them to become more independent learners. 

This activity can be set up as a routine where students pick a news story each week 

and share it in class.  

- Keep a written portfolio of their written (business) correspondence to see 

progress and fossilized errors: Throughout a writing course, students should be 

encouraged to keep a portfolio of their written work. This way they can look back and 

become more aware of what their reoccurring mistakes are and focus on improving 

their style and register. Often students get into the habit of writing in a particular way 

and when they get used to it, it is difficult to change these habits.  
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- Students work on presentations that they need to make on the job: This technique 

has been very successful since students become very nervous when they have to 

present in a foreign language in front of an audience. By preparing and rehearsing the 

presentation with the feedback of the teacher, they feel more confident and perform 

much better. They feel satisfied and consequently more motivated to do even better in 

the future.  

- Change the scenery: This is especially true for RLE courses but not exclusively. 

Both for low and high levels this technique is a real winner. Teachers have often taken 

students out of the classroom and received very positive responses from students. 

With lower levels a visit to a café or a shop is often possible. Because of the location 

of our school teachers have often taken students to the neighbouring countries (Italy 

and Croatia) and put the theory into practice. Higher level students have visited 

museums and special exhibitions across the border. These visits require, of course, 

preparation in the classroom and can be quite motivating for students.  

 

4. Conclusion 

CLE courses both parallel and differ from ordinary RLE courses when it comes to 

maintaining and encouraging motivation in the classroom. It is the responsibility of the 

instructor to do what he or she can to maximise positive motivation by identifying the 

internal and external factors contributing to course participation; creating a positive and 

interesting classroom environment in which high levels of motivation can be achieved; and 

by helping busy professionals with time management when it comes to completing 

homework and tasks outside the classroom. CLE courses offer instructors a special 

opportunity to use best practices tailored for the CLE environment to achieve high-level 

results. 
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CHAPTER 14:  

WHAT ARE THE CHARACTERISTICS OF USING NEW TECHNOLOGIES IN 
CLE COURSES? 

 

 

Chapter Summary: 

There is an ever-increasing demand for the use of new technologies in CLE courses that can 

be integrated into blending learning environments. In answering this question, the 

participating institutions outline the characteristics of the use of technology in the classroom 

for each of the countries represented, along with the advantages and disadvantages of their 

use. 

Knowing the technical background of students in CLE classes, whether or not the use of 

technological tools in the classroom is culturally accepted or not, and being aware of the 

activities of competitors in utilizing these tools, are key to answering the question. While 

many CLE participants use technology in their everyday jobs (such as giving interactive 

presentations or conference calls), are there educational tools that can assist in training these 

activities? Are these tools easily accessible (available online?) or highly specific to language 

learning? 

Actively weighing the pros and cons of using these tools is also essential to answring this 

question. Using the appropriate technology and using the right proportion during a class can 

be a challenge for the teachers that requries a great deal of planning. How and in what ways 

should teachers integrate this technology into their lesson plans?  

An outline of the best practices and recommendations by each of the participating institutions 

is provided in order to address these questions. 
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ANTENER: CHAPTER 14 

Using new technologies in CLE courses has become has become a requirement in the recent 

years. The demand for blended learning is constantly growing and keeping up with the fast 

improvement of new technologies can be very challenging. Participants of a CLE course use 

technologies in their everyday jobs, they give interactive presentations, they take part in 

conference calls and they use a lot of online tools and programms most of which are in 

English. Based on this, comapanies and the participants of a CLE course take it natural that 

there is a certain level of tehcnology used in a CLE course as well. 

Students of CLE classroom are usually familiar with using technologies, so it comes second 

nature for most of them to use technologies in the CLE classroom as well. At Antener our 

possibilities, however to use any kind of technology is very limited as the course always takes 

place at places provided by the companies at their premise, and it depends on the facilities of  

the given classroom what technoliges we have at hand. The use of technoliges in our  CLE 

clasess depends on the teacher’s style of teaching, the age and number of students and their 

needs, and of course the availabe tool in the classroom and in the possession of the 

participants. 

In our experience most of our teachers have at least a laptop or a tablet that they bring into 

the classroom, although, especially at multinational companies most of the students have their 

own laptops or PCs in case of one-to-one students where the lesson usually takes place in the 

participant’s office. In classes where all the participants possess some kind of smart device, 

therea are a lot of possibilities to utilize these for blended learning, altough in Hungar it is 

very rare. During the class laptops and PCs are mostly used for watching talks, presentations 

and videos, and both teachers and participants like these activities. For teachers these are 

good introductins / supplements to the lesson, for students it is a good possibility to enhance 

their listening skills and most of the CLE course participants watch videos or listents to 

podcasts in their free time. The most videly used platform from these sites is the TED or TED 

Ed. Site, both favoured by our students and teachers. 

Using PPTs for presentations and games are also used frequently. These are easy to use, 

setting up doesn’t require much time and both the teachers and the participants are familiar 

with the functions and the usage and they are great ways to aid presentational skills lessons or 

review lessons before assessments. 
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Google tools are also very popular as they make classroom management easy and teachers 

can spare a lot of times using them for organizing their classes, their teaching materials, etc. 

They can be used for sharing any kind of content with a class, and students also can easily 

share content with each other by using these tools. 

Another favored tool is the use of some kind of vocabulary learning application that aids 

students in learning new words and expressions. The most popular one is Quizlet, as it is free, 

easy to use and easy to manage by the teachers as they can set up virtual classrooms and 

follow the sets of vocabularies that students upload. This tool is mostly used outside the 

classroom althogh gives a good tool for the teacher to test students vocabulary in class as 

well. 

When we talk about using new technologies  in CLE courses it is important to weigh up the 

pros and cons of using such tools. Using the appropriate technology and using the right 

proportion during a class can be a challenge for the teachers and it requries a great deal of 

planning. 

The clear advantage of using any kind of technology is that it makes any language class more 

variable and gives a lot of possibilitis to aid students learning curve in a very effective and 

motivating way. Instead of using realia or flashcards, a teacher can show images of videos , 

instead of giving out a syllabus, we can have an online syllabus or a PPT with the main ideas 

of the lesson, students can see, listen to and read a lot of authentic materials other than course 

book recordings,etc. As students have to use a lot of new technologies in the target language 

during their work, it is required that they use these tools first in a safe classroom environment 

and it can not only make their work easier but can motivat them to further use these 

technologies for learning outside the classroom environment as well. Nowadays there are also 

more and more online tools and technologies for teacher that are available for free. 

The cons of using new technologies is that these are many times new tools and technologies 

cost a lot of money, especially if we would like to upgrade or use special features, it is also 

sometimes difficult to implement them or it requires a lot of preparation and planning to use 

them in the classroom. We can also mention the problem of generation gap. 

 One of the other downsides of using technolgies during any kind of language course that in 

our expeprience it can result in ’lazy teaching’.  A teacher might rely on these tools too much 

which decreases the level of preparation for a course and basically the technology replaces 

the role of the teacher  which is not ideal as this way the educator loses their importance. It is 

very important to keep a healthy balance of the different teaching techniques and try not to 

overuse any of them. 
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Teachers should alo be careful and have a plan B in case anything goes wrong which very 

often happens in case of any kind of technolgy. A powercut or  internet shortage is enough to 

ruin a whole lesson’s preparation so relying too much on technologies when delivering a 

class can result in failure.  

We also need to mention the problem of generation gap. Older generation many times doesn’t 

feel comfortable using technologies, and although it is becoming a requirement at their 

workplaces as well, many older particpants don’t use their smartphones for other purposes 

than taking pictures and making phone calls. Many times even setting up a google drive can 

cause problems, and the teacher has to make sure that they only use technologies that their 

students are also familiar with and they feel comfortable using them, otherwise it can 

seriously undermine motivation and the efficiency of learning. 

There are still a lot of areas for imporvement when it comes to using new technologies. The 

main challenge for us is that  in our case it is always the company who provides the venue for 

the courses, so it all depends on the facilities they can provide us for using any kind of 

technology.  Most of the times it is a conference room, so there is at least a projector and a 

laptop, but it is not always the case and many times there is not even a designated meeting 

room for the course and it is always in a different room, or many times there isn’t even a 

whiteboard that a techer can use, especially if it is a one-to-one course which usually takes 

place in the office of the participant. 

Many of our teacher are also not aware of using online tools and technologies, so probably in 

the future it would be useful to give them trainings on how to use technology in the 

classroom. 

Although using new techonoliges can aid language learning and it is becoming more and 

more a requirement to use them in the CLE classroom, there are a lot of things to take into 

consideration if we want to use them efficiently and for the benefit of the students. If we can 

overcome the challenges and limitations, these tools and technologies can be perfectly 

implemented into a CLE course. 
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BRIDGE LANGUAGE STUDY HOUSE (BLSH): CHAPTER 14 

Introduction 

Using technologies in the language classroom becomes more and more important nowadays. 

The experts involved in the “Report from the thematic working group: Languages For Jobs” 

encourage the development and dissemination of new language teaching methods. Including 

ICT based methods in teaching can bring a great value and improve the quality of teaching 

and learning in general. Romania is behind other European countries when it comes to using 

new technologies, however, it grows in the right direction. Based on the "ROMANIA – 

National Report on the Development and State of the Art of Adult Learning and Education" 

(Unesco, 2008), "the growth of ICT consumption in Romania is expected to continue in all 

fields in the next years. An annual global study (WITSA/Global Insight) places Romania 

among the first 10 countries in point of ICT growth dynamics. Other recent inquiries also 

show that the number of personal computers and the number of Internet users have 

significantly increased in recent years. At the same time, the level of digital literacy, the 

accessibility and the relevance of contents for some target groups of the available ICT 

programmes are still problematic". 

 

Technologies in use 

Starting with 2010, BLSH has continuously invested in the use of technological methods. 

Several projects were also carried out for disseminating and spreading the use of ICT in 

education, like for example the MOVET project (Leonardo da Vinci, TOI, 2012-2015), which 

promoted the use of movie-making in classes, or the ICT4LWUL project (Erasmus+ Strategic 

Partnership started in 2017), which spreads the use of different types of ICT based methods, 

like for example e-learning, mobile apps or social media. 

BLSH invested in this firstly because the feedback of the students showed us there is a need 

to involve technology in language education, secondly because the level of competition 

between language schools is high causing a constant need to adapt to the current needs not to 

fall behind, and thirdly because, for some languages (especially the less widely used ones), 

there are very few good materials that teachers can use in classes and, in this case, technology 

helps a lot in preparing those tailor-made materials. Last, but not least, using technology 

saves resources like time (ex. not so much preparation for a course) and money (ex. not so 

many printed materials).  

 At Bridge Language Study House we currently use: 
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- audio tools and video tools, like for example video camera, projector; 

- the interactive white board (we have one in 90% of our classrooms); 

- e-learning tools and platforms, mostly Moodle; 

- social media (ex. Instagram, Pinterest, Youtube, Facebook); 

- mobile apps (for ex. mobile dictionaries). 

 

Within CLE courses we also use these methods whenever it is possible. In the case of CLE 

we have two kinds of situations: 

- when CLE students are sent to learn in our institution and therefore are integrated in 

evening groups open for public which is an ideal situation because then our teachers use all 

the above mentioned methods; 

- when the teaching happens in a conference or training room of the corporate institution, the 

situation may vary. More often these meeting rooms are not equipped enough, so the teacher 

uses only the ICT methods that can be used in that certain situation. For example if there is 

no internet connection in the classroom teachers can only use Cd-players and projectors, 

adding sometimes mobile apps. When there is internet connection teachers can also use social 

media and e-learning tools. In most of the cases the interactive white board is not being used 

in these classes, since the rooms are not equipped with them. 

 

Pros and Cons of using these tools 

Using technology in adult education in general and in CLE specifically brings many 

advantages: 

- increases the motivation of students for learning and their involvement; 

- keeps the school up-to-date and competitive, increases its image and prestige; 

- keeps the teachers in trend with the current needs; 

- helps the teacher to save precious time (for ex. managing tests can be made online on 

Moodle); 

- helps in saving financial resources on long term (for ex. teachers don't need to print tests, 

since those are made online; or exercises, since those can be made on the interactive white 

board); 

- keeps a better communication (for ex. social page groups are intended to keep a good 

teacher-student, teacher-teacher and student-student collaboration); 

- better prepares students to embrace technology also at their workplace, since they are 

getting familiar with these tools during language classes; 
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- increases the level of understanding and memorising the lessons; 

- some of the tools require no extra costs (ex. social media is available for free). 

 

Of course, there are also some disadvantages of using these tools in offering language 

education. The most important ones in the case of CLE courses are: 

- the high costs of initial investment and in their continuous updating (especially the 

interactive whiteboard and the projector costs quite a lot); 

- teachers must be trained on how to incorporate technology into their lesson planning. In 

many cases BLSH managed to train them during European projects, thus cutting these costs; 

- in some cases technology is disrupting the students attention. For example students who 

have a tablet or computer in front of them during a lesson are going to be tempted to do 

something else then learning; 

 

4. Best practices and recommendations 

One of the practices that worked well for almost every category of students (regardless the 

age and retail/CLE students) is the movie-making method. This method was transferred to 

our institution from our Italian partners during the MOVET project 

(http://www.movetproject.eu). The method supposes to write the plot, film, edit a movie in 

the classroom, almost every step being made by students, under the supervision of teachers. 

Of course the method is not being used solely, but together with traditional and other 

technology based methods it really increases the efficiency, quality and effectiveness of 

language education. 

 

As regards to using technology in the classroom, BLSH has the following recommendations:  

- invest in technological tools. Even though, in some cases, the initial investment is high, on 

long term the costs of using them turns back. Since time and financial resources are being 

saved with them, the professionalism and image of the school increases, on long term it worth 

the investment; 

- teachers should set clear expectations for the appropriate use of technology in the 

classroom, so that the students are aware of its role in the learning process and so to avoid 

them are focusing on different things when for example using computers, laptops or mobile 

phones; 

- to develop partnerships with other schools, to tranfer best practices in using ICT based 

methods and to adapt those methods to their certain needs. 
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Conclusion 

Using technology in language teaching plays an important role no matter if we talk about 

retail or CLE courses. However, even if Romania is growing from this point of view, there 

are still aspects that need to improve. BLSH invested quite a lot in technologies and 

recommends other language schools to do the same. 
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GHOTI PROFESSIONAL ENGLISH: CHAPTER 14 

1. Introduction: 

Despite Austria’s advanced economy, relatively high ranking in the Human Development 

Index (.893), and GDP per person, the use of computers in schools and the number of 

‘digitally confident and supportive’ teachers and students in Austria ranks either at the EU 

average or, in some cases, near the bottom of the rankings. By grade 11, the number of 

digitally supportive schools rests at 22%41 (near the bottom of ranked countries), the number 

of digitally supportive and confident teachers at 40%42 (relatively high), and the number of 

digitally supportive and confident students at 25%43 (again, near the bottom of ranked 

countries). When measuring the ratio of students per computer in schools, Austria ranks 

below the EU average at grade 1144, and has the third lowest ratio of students to online 

desktop computers45. When only compared to EU countries with the same, relatively high 

economic standards and level of development, Austria lags far behind. 

These trends continue in adult language education, where the use of some devices (such as 

mobile phones and tablets) in a classroom setting is often seen as counterproductive at best, 

timewasting or unprofessional at worst. Considering these cultural attitudes, it becomes a 

challenge in Austria to successfully integrate the use of information and communication 

technology (ICT) into corporate language education. 

 

2. Technologies in use: 

As illustrated in the introduction, above, the attitudes and lack of ICT use in Austrian 

education applies to schools across the board. And while it may seem especially absurd, in 

the context of science or mathematics classes, to have such low rates of computer literacy and 

access to computers, it is generally understood that these are subjects which should pay ever 

increasing attention to the application of ICT in education. For language learning, however, 

this is not the case. 

E-learning tools, mobile apps, social media platforms, even online dictionaries can be 

encouraged for use outside of the class, but not for use in class. Since all Ghoti’s lessons are 

                                                             
41 European Journal of Education: The use of ICT in Education. A Survey of Schools in Europe. Page 21. 
42 European Journal of Education: The use of ICT in Education. A Survey of Schools in Europe. Page 21. 
43 European Journal of Education: The use of ICT in Education. A Survey of Schools in Europe. Page 22. 
44 Survey of Schools: ICT in Education. Study prepared for the European Commission under The Digital Agenda 
for Europe. Page 35. 
45 Survey of Schools: ICT in Education. Study prepared for the European Commission under The Digital Agenda 
for Europe. Page 36. 
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taught on the client’s premises, it is not possible to encourage mobile phone app use in class 

if this draws the attention of other, non-participating coworkers. A student and five students, 

visible in a classroom, all on their phones, would give the impression that a class is not being 

taught and nothing is being learned. As a result, the use of technologies in Ghoti CLE classes 

is limited. 

The use of audio CDs or mp3 files played over the teacher’s mobile phone through speakers 

accompany course material that includes listening comprehension exercises. Occasionally, 

the use of video tools played online through a mobile is done to practice listening 

comprehension of ‘real life’ examples – such as understanding news reports, job-related or 

industry-related videos, or documentaries. We strictly keep to non-fiction topics, preferably 

job-related material. However, this trepidation about using technology in education does not 

severely limit our resources since English, which Ghoti focuses on exclusively, has a wealth 

of published language learning material to work with. 

 

3. Pros and Cons of using these tools: 

The culture in Austrian education that minimizes the use of technology in class, and 

specifically in language learning, is the first impediment towards using these tools 

effectively. A number of other considerations, or cons, to their use are: 

• A significant investment of capital for devices that need to be up-to-date and replaced 

when reaching their point of obsolescence. A CD-player has a significantly longer 

product life than a mobile phone or tablet. 

• Teaching the trainer to use these devices effectively, especially with the infrequency 

with which they are used, takes time and capital as well. 

• Allowing students to use their own devices does not ensure that they are being used 

for the purpose of learning. If students are constantly being phoned, texted, or 

receiving their work emails, it becomes very difficult to keep focused on the 

language exercises being taught. 

When a client, or a class, can be convinced of the usefulness of utilizing new technologies in 

class, there are benefits to be had by using them to complement language learning exercises. 

Some of the benefits, or pros, to their use are: 

• Access to online dictionaries, both German-English dictionaries as well as English 

language only dictionaries, that speed up the time needed to look up words or phrases 

that are difficult to translate. 
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• The use of videos focused on job-related material and other topics of interest that can 

be used for listening comprehension exercises with visual aids. 

• The student can use the mobile device or tablet to show examples of actual, written 

emails, sentences in emails sent to them that they had difficulty understanding, or to 

edit, in class, business reports or presentations that they are working on. 

• The use of online learning material in class, or even to introduce students to the 

wealth of online English language resources. 

• Provided a second room is available, the use of mobiles to practice making business 

calls with a list of tasks or requirements that must be met. 

• The use of nearly instantaneous messaging systems to practice the writing of short, 

professional text messages. 

Any technology can be adapted and used properly to advance the learning options and 

opportunities for the student and provides the language instructor with more tools to work 

with in reaching the course goals. 

 

4. Best practices and recommendations: 

As mentioned above, the use of the ICT in a class setting in Austria is restricted by an innate 

cultural obstacle and relatively low expectations about their effectiveness and 

appropriateness. As a result, Ghoti has had to use them carefully and only in situations when 

their need becomes essential, such as using CD players or mobile devices for listening 

comprehension exercises, or, occasionally, for encouraging the use of online dictionaries and 

quick translations of phrases or complex, industry related vocabulary terms. Even in this 

limited fashion their value as a learning and teaching tool becomes clear.  

Students in Austria can, however, be easily encouraged to utilize new technologies in their 

language studies outside of the classroom. Some homework assignments require the 

submission of emails to Ghoti, with a set deadline. Others require the preparation of a 

presentation in PowerPoint or by strictly utilizing online resources. The first online 

homework exercise assigned is to have each student research a short list of online language 

resources that they can use and to then share this list in class. This encourages them to use the 

resources themselves and, in some cases, even provides the teacher with a website or 

language resource they were not yet aware of. 

 

5. Conclusion: 



274 
 

Despite the difficulties associated with applying new technologies to a classroom setting in 

Austria, once students realize the efficacy of using these tools in their self study routine, it 

can, at a later date, be brought directly in the classroom. The key to ensuring this is to use 

these tools in a focused and limited fashion at first, highlighting the benefits of using them, so 

that as they develop they will become ever more present and expected in the classroom.  
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NISTA: CHAPTER 14 

1. Introduction 

 

The use of modern technology in CLE courses has a variety of clear benefits. Inside the 

classroom, media technologies and informational technologies allow for both effective 

presentations and efficient retrieval of information. Course scheduling and communication 

with course participants is greatly aided by e-mail and other messaging technologies. Even 

basic course materials are made more diverse because of the variety offered by the internet. 

The latest high technology is not without some drawbacks in a CLE environment, though 

overall the advantages clearly outweigh the disadvantages. 

 

2. Technologies in use 

 

The ubiquity of today's digital technology - in particular, hardware like personal computers 

and mobile phones - means that professionals are never far from the job. Specifically, when 

at the workplace they often rely on personal computers and when off-site they rely on mobile 

phones. The synergy that exists across platforms today means that software that can be used 

on a PC can often also be used on a mobile phone and vice versa. This section focuses on 

software technologies as today's hardware is often interchangeable. 

 

Today's word processing programs (e.g. Microsoft Word, LibreOffice) greatly assist with the 

process of designing a course. Though it is taken for granted today, a digital word processing 

programmes allow for multiple drafts of a course syllabus to be created with ease. Moreover, 

and importantly, today's online collaborative software (e.g. Google Docs) allows multiple 

contributors to edit documents and to discuss the reasons for their changes in a real-time 

setting. When it comes to a CLE course, the instructor and the language school often 

mutually contribute to a course design, and this is greatly aided by modern software. Then 

once the course design is ready to be shared with the business client for its input, the same 

software means this can be quickly and efficiently done. 

CLE course material often involves special demands on the course designer. Because CLE 

courses are both: a) tailored to a particular profession or work environment; b) focusing on 

task-based coursework relevant to the work in question, highly specific and relevant course 

materials are often essential for the course to be a success. In this regard, the internet has 
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proved invaluable. Highly specific fields can be researched online and materials found using 

internet resources that are suitable for the special demands of the CLE course. Moreover, the 

digital medium of these materials (e.g. HTML, .DOC, .PDF) means easy distribution of this 

material. Instructors can either print the materials straight from the internet or refer students 

to websites and online resources where appropriate.  

 

Managing attendance in CLE courses - as with any course - can be complicated and time-

consuming. Luckily, modern scheduling software allows for easy and efficient scheduling 

and for keeping track of student attendance. At Nista Centre, we rely on a software that has 

been designed and developed specifically for the needs of our students and clients. The 

programme we currently use is called Nista Assistant http://assist.nista.si/pav-admin/. Nista 

Assistant has been created for students and teachers alike. It can be accessed anywhere from 

any computer or portable device. Students and teachers have their own log-in details and 

password to access it at any time. Students have access to the course syllabus and the lesson 

materials. They can also message their teachers to notify them when necessary whether they 

want to let the teacher know they will be absent or they want to send homework or any other 

work related to the course. Teachers use Nista Assistant in many ways. For each lesson they 

upload the lesson plan and contents and they also have access to the class registers. Because 

CLE courses are taught to busy professionals who must often change their schedules to meet 

job-related needs, real-time communication is essential and Nista Assistant is a very valuable 

tool for them to communicate with teachers and the admin office in real-time. Luckily, e-mail 

technology allows for more or less instantaneous communication between course 

participants, the business client, the language school, and the instructor. 

 

Real-time communications are also a useful pedagogical tool. In some CLE courses, 

instructors maintain a virtual classroom of sorts outside the actual class. Each class is able to 

meet in a virtual sense by way of group e-mails and discussion forums, as well as over 

Facebook and Twitter. Additionally, new apps like WhatsApp allow for groups of people to 

communicate online in a closed setting. Questions about assignments or course scheduling 

can be posed in such groups and answers given that are immediately available to all 

participants. 

 

Multimedia is commonly defined as audio and video presentations used to convey 

information. Because of the internet and sites like YouTube, multimedia has become the 
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norm. Indeed, among younger students in RLE courses, there is often more comfort and ease 

of comprehension with multimedia presentations than with traditional text. 

 

Nevertheless, multimedia technologies provide a unique opportunity for CLE courses 

because of that same advantage: efficient and effective communication in a limited time-

frame. Busy professionals often find it difficult to find the time to read a long text, whereas 

the same information in a multimedia format can be quickly understood. 

 

Finally, it should be recognized that when it comes to the unique nature of language courses, 

(CLE or RLE) especially when it comes to the recreation of sounds or seeing certain words or 

sentences correctly written, multimedia technology can be absolutely essential for study in 

the absence of the instructor. In past eras, language students engaged in private study might 

simply be learning mistakes. Today, however, one can actually hear and see languages 

correctly spoken thanks to multimedia technologies when outside the classroom and no 

instructor is present. 

 

3. Pros and Cons of using these tools 

Multimedia provides a double benefit from a coursework point of view. For one, when it 

comes to course materials, an instructor has potentially greater variety and greater quality of 

material when it is multimedia. But also when it comes to possible course assignments, 

multimedia is a benefit. Students can be assigned tasks that go well outside the traditional 

norm of reading and writing. Audio recordings can be made using a variety of recording 

software. Multimedia films can be made using Windows Movie Maker and uploaded to 

YouTube.  

The ubiquity of mobile phones is a double-edged sword in CLE courses. While they allow for 

benefits previously discussed, they offer two chief disadvantages as well. First, from the 

standpoint of classroom management, students must be able to divorce themselves from their 

mobile phones and devote full attention to the class. Second, accessing the internet for 

information through mobile phones can replace thinking and learning. Instead of coming up 

with the answer themselves by way of the thinking process, busy professionals in a CLE 

course can choose to simply Google the answer online. Indeed, as course materials are often 

taken from online resources, busy CLE students may find themselves simply finding the 

answer sheets online and copying them in order to finish assignments. 
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Another drawback of today's technology exists when it comes to older learners. Not all CLE 

students are of the mobile phone generation. Instructors must be especially careful not to 

tailor their CLE course around the assumption that all students can use today's technology 

with ease. Older students, for example, can find themselves discouraged by reliance on 

technology and prefer more traditional teaching methods. It is important for instructors not to 

alienate students by assuming a level of familiarity with today's digital technologies that does 

not exist. 

 

4. Best practices and recommendations 

 

Over the years at Nista we have always tried to keep up with the latest technology trends in 

CLE and have tested a series of different practices. In Slovenia it has become increasingly 

popular to use smart and interactive boards in classrooms. We have been using our smart 

board for over 4 years now and it has proven to be an excellent tool. It motivates younger 

learners to concentrate and learn in a fun way. There is a large variety of choices for learning 

games to learn any language. This year we purchased a new interactive board which requires 

new student’s books and work books to be able to use it to its full potential. The cost of books 

is quite high so we adapted the use of the board to our old books. We plan to entirely change 

the study material and include the smart boards throughout the lesson. A big disadvantage 

with all available technology is the possibility of malfunction and in case that occurs we still 

offer the use of the white board. 

 

5. Conclusion 

On balance, today's new digital technologies provide incredible opportunities for both 

teachers and students in CLE courses that were unthinkable a generation ago. Indeed, the 

boom in CLE today is likely due in part to the success of modern technologies in connecting 

the world globally as well as increasing productivity to the point where businesses can afford 

to have employees improving their language skills. There are, of course, drawbacks to these 

technologies which must be taken into account. But CLE instructors who are attentive to 

student needs as well as the business client's needs will find successful course outcomes 

easier to achieve through the use of today's technology. 
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CHAPTER 15:  

A CASE STUDY: DESIGNING A COURSE BASED ON THE OUTCOMES OF 
THE PROJECT. 

 

 

Chapter Summary: 

Any participation in European projects encourages introducing new and abandoning the old 

way of doing things. Along with many other beneficiary changes, the project "Corporate 

Language Education" left a great contribution on the administrative staff, which will improve 

the organization and the quality of language services through the acquired knowledge and 

sharing of good practices.  

  

Of course, not every idea and acquired knowledge gets immediately implemented. The 

partners did not change the already established good practices, and they also showed that the 

same practice can react differently in different contexts and environments. That is why every 

partner involved has taken from the project only what they were convinced to work in their 

working environment. The new ideas were adapted according to the market and the clients' 

needs. The most common changes were: a more detailed course curriculum, that is presented 

not only to the HR manager, but also to the boss (sponsor), alternative curriculum checks, a 

more adequate and more efficient way of assessing the needs of the clients with one-on-one 

interviews, a mid-course assessment and gathering of feedback, organizing the teachers 

training, online questionnaires and many other changes.  
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ANTENER: CHAPTER 15 

 

1. Introduction 

 

Based on the outcomes of the project we have successfully utilized some practices in order to 

design a more effective CLE course that better meets the needs of our clients. Both the 

project meetings and reflecting upon our own processes while writing the chapters helped us 

to have a deeper understanding of the way we design our courses and the processes we use to 

deliver such courses including the initial steps of needs assessment as well as designing the 

material and getting feedback after the courses. 

 

2. Old Course Design 

 

The main steps at designing and implementing a course at Antener were as follows: 

- After the negotiations with HR, there was an online written test based on CEFR levels 

and an oral needs assessment session where we asked about the goals and motivations 

of the individual participants of the course. These also served as the oral part of the 

placement test after which we created the groups according to a CEFR level scale. 

- The core of the material was mostly a business English course book that our teachers 

tried to adapt to the needs of a certain group. The tests were put together based on the 

material that was taught from these books and the results sent in percentage to HR 

together with a written evaluation of each student stating the skills that they have 

improved in and also included recommendations for future improvement. 

- The courses were typically designed for 40 or 60 hours with a written and oral test 

halfway and at the end of the course. 

- After the course we always gave the participants and to the HR manager of the 

company a feedback form to fill in with which we tried to measure the satisfaction 

level of the participants about the course and their teacher and also asked them to 
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highlight any parts of the service that they were not satisfied with. It gave us 

possibility to try and improve our practices and give better services in the future. 

 

3. New Course Design 

 

During the project and throughout the course of the project meetings and sharing best 

practices we came to the realization that we could make our courses more tailor-made to the 

needs of our clients and the participants of the course by implementing some changes to the 

whole process of organizing and to the course design itself. 

 

First of all we have realized that we need a more adequate and more efficient way of 

assessing our clients’ needs. Many times when we inquire about the participants’ motivation 

they have no clear picture of what skills they would like to improve, or cannot state a clear 

goal or motivation for language learning other than improving their communication skills 

which is too broad of a category. In order to make this process more effective we have 

designed more direct questions about the participants’ daily work routine and the tasks they 

have to carry out on a daily basis and even more importantly wherever it is possible we try to 

involve not only the HR manager but also the participants’ immediate boss in the planning 

process. Most of the times the managers know better what do they want their colleagues to 

improve on, what are the skills they want to see them to get better at and this way we get a 

more accurate picture of the skills that the employees need to have truly marketable 

knowledge in a given time. 

 

We have made changes to the course material and the number of lessons as well. Clients 

usually want to see their employees reach a measurable knowledge as soon as possible. In 

order to provide clients a quick but effective solution we have designed a 21 hour long 

‘Express English’ course material based only on communication skills. Considering that most 

of the participants are level B1 and above, the core material is the same but it is easily 

adaptable from B1 to C1 levels and  is  solely designed on the basis of the individual needs of 

our clients. This way rather than using a business English course book we can help students 

improve those communication skills that they need the most during their daily work. The 
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modules of this course are : presentation skills, time management, presenting visuals (graphs, 

charts, etc. ), negotiations, leadership and meetings. The time spent on each modul and the 

depth of teaching depends on the level of the students but as we have mentioned before these 

modules can be adapted and changed based on the needs and level of the participants. 

As we changed the course material, we also changed the way the mid- and end-of-course tests 

are conducted. Participants are not writing classic tests based on a course book but they have 

to present the language they have learnt at the end of each module in forms of presentations 

or a role-play of a mock-negotiation / meeting. They get a personal feedback and a 

percentage / score on their performance at the end of each module and tt the end of the course 

they get a written summarized feedback on their performance for each module highlighting 

their strengths in each skill and they get suggestions for further improvement. This written 

feedback is then sent to HR and to their immediate managers. 

 

The fourth important change that we made is the the way of getting feedback about the 

course. Besides keeping the original student satisfaction questionnaires, we also implemented 

a questionnaire that we ask their managers as well as the HR manager to fill in four weeks 

after the course. This way they can check whether their employees have improved and learnt 

something that they can use in their jobs and we can also see whether we have succeeded to 

give our clients a marketable and useful knowledge in a given period of time. 

 

4. Conclusion 

 

As the demands for CLE are getting higher and the clients we work with want quick and 

effective solutions for their employees, we have to make sure that we only teach the 

participants of our courses skills that they can instantly utilize the next they after they walk 

out of the classroom. Sharing best practices has helped us apply a new approach to the way 

we present our services and also helped us improve our teaching materials and ways of 

assessment. 
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BRIDGE LANGUAGE STUDY HOUSE (BLSH): CHAPTER 15 

I. Introduction 

Whenever we join a European project we can count on the fact that, as a result of its 

implementation, we can make our services, human resources administration or business 

environmentbetter. This was the case with the “Corporate Language Education” project as 

well. Compared to any other project that we carried out so far, the CLE project brought an 

added value, since it provided our administrative staff shared knowledge, while our other 

projects didn’t focus at all on this target group, but rather on increasing the quality of the 

teaching process itself. Of course the teaching process must be qualitative, but it is also 

important for our company to invest in our administrative staff’s knowledge in order to 

provide professional, attractive and qualitative services. So for BLSH the CLE project really 

brought a plus in the administration process of our courses. 

II. Old course design 

Over the years, BLSH followed some implemented steps in designing and providing 

language courses for corporate clients: 

PROMOTION:Usually a CLE course started with promotion and publicity, followed by a 

price offer whenever a price request was asked for. Most often, when it came to marketing we 

put emphasis on indexing well our website and presence of adds/posts on social pages. 

NEGOTIATIONS/AGREEMENTS: if the company agreed with our offer, the next step was 

to meet the HR department or the management of the company in a 

meeting/conversation/negotiation. 

We always negotiated the terms of the contract as well – during meetings, or via e-mail or 

telephone conversations. Most often this was the most extensive part of preparing to provide 

a CLE course. 

NEEDS ASSESSMENT: Needs assessment contained testing the knowledge of the future 

students with placement tests, but also assessing the needs of the company as well. Placement 

tests were developed following the CEFR levels and usually contained a written and an oral 

part. We offered the possibility to do the test on the spot (at the place of the company) or 

online. 
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Besides this test we also assessed the needs of the company – information which was most 

often provided by the employees, direct managers, by the HR department or by the core 

management of the company. At this point, we focused on the company field-related 

knowledge that students should gain in order to make their everyday work more efficient. 

PREPARATIONS FOR THE COURSE: The needs assessment was followed by grouping the 

students based on their knowledge, contacting the teachers who fit the students’ expectations, 

developing the schedule of the course. 

DESIGNING/ADAPTING THE COURSE: the assigned teachers for the CLE courses always 

developed or adapted their teaching materials to the needs of the students and company. 

Besides this, course materials were chosen as well. 

COURSE EVALUATION & FEEDBACK: our association always did mid-term and final 

course evaluations, which, together with the feedback received from the participants, showed 

us if the previous expectations were met or if there was something we needed to improve or 

change.  

III. New course design 

During project meetings we, the partners, shared our best practices with each other in various 

topics connected with the organisation of CLE courses. At BLSH, these meetings were 

followed by internal ones, organised monthly, during which the management board discussed 

how the acquired experience and knowledge can be used in our company. Of course not 

every meeting resulted in an outcome for us to change, because, sometimes, the practices that 

work best for our partners were considered non-efficient in our particular context or 

environment.  

In conclusion, the most important changes or adjustments that the management 

boardconsidered beneficial in our case were the following: 

 

PROMOTION: Since our marketing strategy was built and adapted continually to the new 

trends, we consider that the marketing channels that we focused on are relevant for our 

context. However, during the implementation of the project we decided to invest more in 

marketing and more specifically in our website, adding SEO for example, securing it better 

and starting to build a blog on the website.  
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NEGOTIATIONS/AGREEMENTS: during discussions with our partners we realised, that 

our company should be stricter when it comes to contractual terms and negotiations. We 

realised, that we were looking too much at the short-term impact of the contracting phase 

(winning or not that particular client), but, on long term, being more strict (ex. not offering a 

price under the limit that we target) would bring us more benefits then losses, even if so we 

lost some of the new clients. 

IV. Conclusions 

Every European project brings benefits and changes and the “Corporate Language 

Education” project is not an exception. Since the project put emphasis on sharing best 

practices in administering corporate courses, it bought benefits to BLSH from this point of 

view. Two important changes were made in BLSH as a result of this course, one of them 

connected to marketing strategies and the other one to the negotiation and agreement process 

held with the corporate clients. 
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GHOTI PROFESSIONAL ENGLISH: CHAPTER 15 

 

1. Introduction: 

In designing a new course based on the outcomes of the project, Ghoti has utilized and 

adapted a number of practices from all the participating institutions that cover everything 

from the student assessment tests before a course even begins to the feedback forms that are 

completed by the client at the end. The idea of reworking parts of the entire process in the 

delivery of a CLE course helped us to consider each step of the process and what we could be 

doing better to deliver on our promised service and how to measure those results. All the 

other participating institutions: Antener, Nista, and Bridge Language Study House (BLSH); 

had unique and interesting practices at various stages of course design and delivery which 

encouraged us to take a new approach.  

2. Old Course Design: 

After the client has ordered a block of units (30 to 40), Ghoti begins its course design and 

level assessments. The general steps of managing and conducting the course are outlined 

below. 

1. The participating students complete written placement tests, strictly focused on the 

grammar and vocabulary requirements associated with CEFRL levels. These are sent 

in to Ghoti and groups are arranged around their results. If, after the first few classes, 

the teacher feels that a group member has been incorrectly assigned to a level, the 

student changes groups or the client is informed of this disparity.   

2. The client provides a list of job-related tasks or fields that they would like to include 

in the course curriculum. Ghoti then returns a brief bullet point list of what will be 

included in the curriculum to the client. This includes: vocabulary, grammar, and 

business relevant skills.46 

3. A mid-course assessment of student progress is done, either through the completion of 

a homework assignment (preparation and delivery of a presentation, for example) or 

through a written test which is marked and returned to the students. Any material that 

a student individually, or the group, is struggling with can be revisited.  

                                                             
46 See Appendix 2.1: Old Course Design Curriculum List. 
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4. An end of course assessment of student progress is done with a written test which can 

be presented to the client. 

5. Student customer feedback is done confidentially, in class, at the end of the course 

and reviewed by Ghoti after the course has concluded. 

6. The client is also asked for feedback and urged to highlight any part of the service 

they were dissatisfied with. 

7. (periodically): teacher training is not focused on any particular class and is done when 

time permits. 

These are the standard steps and practices Ghoti has used in assessment, course preparation 

and design, and in acquiring feedback from our students and clients. They have been 

changed, on occasion, to meet the specific needs of a client but they are the basic framework 

from which we have worked. 

3. New Course Design: 

The new course design uses elements from the old course design but changes a significant 

number of factors in how the basic steps are done based on the practices of the other 

participating institutions. 

1. One-on-one interviews are conducted for placement tests, in addition to written 

placement tests. These are also task-oriented47 and include an assessment about 

the frequency of a student’s English use. This provides a clearer picture, earlier 

on, about the actual level of a student and how exposed they are to English on a 

daily basis. (Adapted from Nista’s Chapter 2 report.) 

2. A far more detailed CLE course curriculum, broken down into types of discussion, 

associated texts, language work, skills and case studies; are presented to the client 

before the course begins.48 (Based on Antener’s Corporate course curriculum, 

Chapter 4 report.) 

3. Alternative curriculum checks are done throughout the course to ensure that 

progress is consistently being made. These can be conducted at the end of chapters 

or sections as they are completed. (Based on Antener’s Alternative curriculum 

checks, Chapter 6 report.) 

                                                             
47 See Appendix 3.1: Frequency of English Use 
48 See Appendix 3.2: New Course Curriculum List. 
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4. A mid-course assessment of student progress is done, either through the 

completion of a homework assignment (preparation and delivery of a presentation, 

for example) or through a written test which is marked and returned to the 

students. 

5. A detailed online questionnaire49 for student feedback is filled out at the 

conclusion of the course. (Based on BLSH’s online feedback form, Chapter 3 

report.) 

6. The new customer feedback done at the end of the course also includes questions 

about: student retention, a willingness to refer new customers to Ghoti, an 

assessment of how many customers actually refer new customers to Ghoti. (Based 

on Nista’s End of course measurement of customer satisfaction, Chapter 3 report.) 

7. (periodically but done as soon as problems in a course arise) Teacher training ‘in 

order to deal with their target groups . . . time management, stress management, 

leadership, adaptability and so on.” (BLSH, Chapter 7 report) This is conducted to 

deal with any issues that arise during a course, giving the teacher an opportunity to 

immediately share their situation and receive instant training for the problems they 

face. 

8. The new course design adapts and utilizes the practices of the other institutions in 

creating a more detailed and thorough approach to every step of course design and 

significant changes have been made to all parts of the service delivery. 

4. Changes: 

The changes to the course design begin with the way in which students are assessed. Rather 

than rely on written assessments alone, only focused on CEFRL capabilities, students are 

now interviewed in person so that a more accurate assessment of their level can be done. The 

curriculum presented to the client before the course begins is also more detailed and presents 

a clear direction for the class that ensures the delivery of the requested needs and goals. 

Alternative curriculum checks are then done throughout the entire course, or where needed, 

instead of only relying on mid-course and end of course assessments. The end of course 

feedback forms filled out by the students are done online, away from class, giving students a 

chance to think about their feedback instead of being pressured, on the spot, to immediately 

respond. Client feedback now also asks the simple, straightforward question of: “Would you 

refer Ghoti to others?” This direct, call to action requires the client to seriously consider if 
                                                             
49 See Appendix 3.5:  
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they would be willing to put their own name on the line for such a referral instead of 

answering a simple: Yes, I liked the course. If the response is “No, we would not refer you to 

others”, it is important for Ghoti to know this and to discover why. The last significant 

change to the course is to incorporate teacher training in the context of the course so that an 

immediate, hands-on response to difficulties can be done to both improve the course and 

assist the teacher with the necessary language training skills.  

All these changes, present in the new course design, add far greater detail in our approach to 

our clients and their students. Being able to present a concise, scheduled, thought out 

curriculum tailored to a client’s needs helps Ghoti to convince them of our service offering 

and provides the teacher with greater clarity in what should be delivered and when. 

5. Conclusion: 

The input of the other participating language schools in the project is solely responsible for 

this new course design, and in stimulating a review of our policies and practices across the 

board. It has helped us to refine our approach and better present what it is we do with greater 

clarity, as well as to improve our assessment of students and acquire more accurate feedback 

from our clients.  

 

 

  



290 
 

Appendix: 

2.1 Sample of an ‘Old Course Design’ Curriculum List: 

CEFRL Level: B1+ 

Essential Grammar Points: Present simple and continuous, Past simple and continuous, 
future forms, Present perfect simple and continuous, passives, conditionals. 

Job-related Topics: Email writing skills, Telephoning in English, Filling in forms, English 
banking vocabulary. 

Assessment of student progress: Spoken and written end of course test based on B1+ material. 

 

3.1 Frequency of English Use (part of the student level assessment): 

Question 
 

Detailed Response 

How often do you read or write 
emails in English? 
 

 

How often do you make phone 
calls in English? 
 

 

How often do you give 
presentations in English? 
 

 

How often do you read or write 
business reports in English? 
 

 

How much English do you use on 
any given workday?  
 

 

How often do you read for fun in 
English? 
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3.2 Sample of a ‘New Course Design’ Curriculum List (B1): 

Unit 
Number(s) 

 

Tasks Grammar 
Points 

Business 
Related Skills 

Assignments 

1-3 
 

Presenting 
yourself in 
person 

Questions (who, 
why, what, 
how) 

Business 
Networking and 
small talk 

Playing roles to 
practice self 
presentation 

4-5 
 

Presenting your 
company 

Present and Past 
simple 

Basic email 
writing 

An email sales 
pitch 

6-8 
 

Responding to 
requests 

Verbs of similar 
meaning, 
adjectives and 
nouns that go 
together 

Telephoning in 
English 

Telephone 
roleplays and 
emailing 
responses 

 

 

3.5 Excerpt from the new Online Student Feedback form: 

1 = Great, 5 = Very bad 

 Rating from 1-5 
1. In general, the course was: 
 

 

1a) Useful for my work needs: 
 

 

1b) Used a good mixture of exercises: 
 

 

 
 

 

2. The course material was: 
 

 

2a) Relevant to my work needs: 
 

 

2b) Contained the vocabulary I need for my job:  
 

 

2c) Well organized: 
 

 

2d) Engaging and interesting: 
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NISTA: CHAPTER 15 

1. Introduction: 

When joining the project, we had no clear expectations so we were pleasantly surprised to 

hear many original, fresh ideas and experiences that we could implement and benefit from. 

Even though we come from different countries and business environments, we noticed that 

other language schools face a lot of the same difficulties and challenges as we do. We 

considered their methods and thought about which ones could be applicable to our courses 

but we modified it and made it appropriate for our school. 

Along the way, the project has encouraged us to make relevant changes in the services that 

we provide. During the transnational meetings and especially while writing the chapters, we 

really had to examine, study and see the way we operate, our methods, our statistics and we 

got a clearer picture of the efficiency of our services.  

2. Old Course Design: 

Once we have agreed with the client on the length and schedule of the course, we start with 

the preparation of the course content. Before the project, for many years our main steps to 

design a course were as follows: 

1. INITIAL PLACEMENT TEST: The initial tests are based on the recommendation by the 

Common European Framework of Reference for Languages (CEFR) which is based on the 

following skills: speaking, reading, listening and writing. The curriculum is based on 6 

reference levels (A1, A2, B1, B2, C1 and C2). The tests are available online which gives the 

client the possibility to take the test in the comfort of their own home or the test can also be 

taken at our centre. 

2. JOB RELATED INTERVIEWS: To be able to start designing the curriculum for a specific 

company it is mandatory to take some time to inquire about the company's field of work. 

Only this way, the curriculum is fully tailored according to their needs. We hand out 

questionnaires to potential participants and interview them on their particular daily tasks at 

their position at work.  

3. STUDY MATERIAL: After having done all the placement tests, we select the course book 

that best meets the needs of our groups. We believe that the course book alone is not enough 
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so our teachers are required to use additional materials such as current news and events, 

authentic materials, games to play in class to engage the students. 

4. MID-COURSE EVALUATION:  After the first few lessons, we get our first feedback 

over the phone or just by the participants’ reactions. If the feedback has any negative 

comments we change the curriculum accordingly.   

5. END OF COURSE ASSESSMENT: End of course assessment consists of the general level 

test which the participants have to pass with 75%. Recently we have introduced self-

assessment and peer assessment tests. The second part of assessing the participants’ progress 

is evaluating their performance at work. By giving the participants work related tasks to 

present in class, we evaluate their progress.  

6. GATHERING FEEDBACK at the end of the course: At the end of the course, we gather 

feedback about the courses, via the phone, email, online or in class questionnaires. 

7. STATISTICS: After receiving the questionnaires, we create the statistics about the 

participants’ satisfaction, progress, attendance percentage and the teacher’s report. We 

present the data to the human resource manager of the company.  

Since 1991 most of the steps have remained the same. A few years ago we added a detailed 

job related tests to give us a better understanding of the clients’ needs.  

3. New Course Design: 

During the project’s meetings we heard various ideas and we decided to try to implement and 

test them. For some of them we knew that they are not applicable to our market. Creating the 

new course design we reviewed each and every one of the ideas and decided which ones we 

are satisfied with, which ones have shown most efficiency and which ones needed some 

changes or refreshments.  

1. MARKETING – organizing a MOCK LESSON: as a part of the marketing strategy, we 

will prepare a mock English lesson for human resource managers and directors of companies 

from the Koper region. The idea is to give a preview of the course and pursue the potential 

clients to choose us as their language service providers. 
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2. INITIAL PLACEMENT TEST: We kept the initial placement test the same way because it 

has proved to be efficient and very detailed which provided us a lot of insight about the 

company’ needs and the participants’ level. 

3. JOB RELATED INTERVIEWS: We adapted this method a few years ago and it has 

proven to be very efficient so we did not made any changes to it.  

4. STUDY MATERIAL: We have not made any changes with the choosing of the study 

material because we believe that a student’s book and workbook with additional material is 

the best combination providing the participants with all necessary material. 

5. PREPARATION OF A CURRICULUM: Previously the teacher was required to upload the 

curriculum to our online programme Nista assistant for our own use. Now, we prepare a 

curriculum that we present to the sponsor. This way they are able to get a preview of the 

entire course content and are able to make comments on additional changes.  

6. MID-COURSE ASSESSMENT: After the half of the lessons has been completed, we carry 

out two short tests to give us the feedback on the participants’ progress. Firstly the 

participants take short tests of their general language knowledge progress and secondly, as a 

part of the course, we give the participants’ different job related tasks such as a short 

presentation or role play of negotiating, small talk or any relevant work related task.  

7. MID-COURSE EVALUATION: After the first half of the lessons has been completed, we 

distribute short feedback questionnaires that give us an insight into client’s satisfaction. Due 

to the fact that another questionnaire will be handed out at the end of the course, the mid-term 

questionnaire must not be too long. 

8. TEACHER TRAINING: The idea that we were most impressed with and are eager to see 

the results of it is the teacher training. We will organize a detailed teacher training to prepare 

them for the course.  Based on the mid-term evaluation and assessment tests, we plan to 

organize a brief teachers’ training even after carrying out these tests so the teacher is able to 

make the necessary changes that would guarantee client’s satisfaction. 

9. INVITING A SPEAKER FROM THE INDUSTRY: To offer our clients more, we will 

propose an external speaker, a person working abroad in the same industry as the participants, 

to have a lesson in the target language talking about the industry.  
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10. GATHERING FEEDBACK AT THE END OF THE COURSE: The end of the course 

methods, used to gather feedback, remain the same. 

11. STATISTICS: The final step remains unchanged. 

While designing the new course, we first determined the steps that we would like to keep and 

later added new ideas. 

4. Changes: 

The new mid-term testing of the participant’s satisfaction and progress gives us an important 

insight to the course. Whether the clients are satisfied, whether the sponsors are satisfied and 

even whether the teachers need extra help or maybe an additional teacher’s training. Another 

idea which we discussed during meeting that we would like to consider implementing in the 

future is having a foreign lecturer, from the industry come in for a lesson or two to explain 

technical, industry-specific material in the target language. The idea is doubly beneficial, 

from the professional and the language point of view. 

In November 2017 we had a new course, where we implemented some of the new methods 

acquired during the project. The results turned out great, we had a chance to improve minor 

things but also we were positive that the course was efficient. It gave us an opportunity to 

review the curriculum and adapt it even more according to the clients’ needs. The major 

difference between end-of-course evaluations and mid-term is the early second chance that is 

given after the completion of the first half of the lessons. Previously, if the clients were not 

satisfied with the course, we learned about it at the end after the receiving the feedback and if 

it resulted that the course did not fully meet the participants’ expectations and needs, they 

chose to not continue with the course. In this case, we give ourselves another chance to 

improve and adjust the course so the client is satisfied and that resulted into the company 

demanding to prolong the course. We look forward to implementing the lesson with the 

foreign speaker from the industry; we believe it will result as a successful method. 

5. Conclusion: 

We heard many more minor ideas that we still have discuss whether they would apply to our 

school and to our market. We expect to get the results on the efficiency of the new methods 

after a few academic years have gone by. 

 


