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When Faster Is Not Better

READ FOR MEANING

A customer support company has proposed evaluating its advisers primarily by the
average length of their calls. The proposal is attractive because the figure is easy to
calculate, compare and display. If an adviser handles the same number of
customers in less time, the reasoning goes, the service must have become more
efficient. Yet this conclusion depends on an assumption that is rarely stated: that
the shorter interaction achieves the same result as the longer one.

Consider an adviser who spends an extra minute explaining how to prevent a
recurring problem. The conversation may look inefficient on a daily dashboard, while
saving both the customer and the company another call next week. Conversely, an
adviser can end an interaction quickly by transferring it elsewhere. The original call
becomes shorter, but the customer’s total effort may increase. A measure of one
stage in a process can therefore improve while the experience of the whole process
deteriorates.

Sadek Alkhateeb - SpeakUp English 04
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When Faster Is Not Better

READ FOR MEANING / CONTINUED

This does not make call duration useless. An unusually long interaction may reveal a
confusing procedure, missing information or a genuine training need. The problem
begins when a useful signal is treated as a complete definition of quality. Staff who
know that one number determines their evaluation will reasonably pay attention to
that number, even when it conflicts with less visible goals.

A more defensible approach would examine duration alongside repeat contacts,
resolution quality and a sample of customer feedback. These measures would also
need interpretation. A high repeat-contact rate, for instance, might reflect a difficult
case mix rather than poor advice. Numbers do not remove the need for judgement;
they make the questions more specific.

Before introducing a target, managers should ask what behaviour it will reward and
what behaviour it might unintentionally discourage. They should then test it on a
small scale and inspect actual cases, including those that appear successful. The
purpose of measurement is to improve a service. When a convenient measure
displaces that purpose, the organisation risks becoming impressively efficient at
producing the wrong result.

Sadek Alkhateeb - SpeakUp English 05
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CHECK YOUR UNDERSTANDING

. What assumption connects shorter calls with greater efficiency?
. How can one extra minute reduce later work?
. Does the writer reject measuring duration? Support your answer.

. Why might repeat contacts misrepresent an adviser’s performance?

aua Ao W N K

. State the main recommendation in one sentence.

APPLY THE SKILL

Analyse this claim: “Our average call is 20% shorter, so customers now receive better
support.” Identify 1 the reported observation, 2 the unproven conclusion, and 3 one
additional piece of evidence needed.

Sadek Alkhateeb - SpeakUp English 06
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The Training Success Story

READ FOR MEANING

After an optional training programme, a sales company reported that participants
had achieved higher average sales than non-participants. Its announcement
described the programme as the reason for the difference and recommended
immediate expansion. The figures were real, but the explanation attached to them
was less secure than the confident headline suggested.

Employees had chosen whether to enrol. Those who joined may already have been
more motivated, more experienced or more able to set aside time. If their sales had
been higher before the course, the later difference would tell us little about the
course’s effect. The company had compared the groups at one point in time without
showing where either group had started.

Other changes also occurred during the training period. A new advertising campaign
brought more enquiries to two branches, and several experienced employees
moved into those branches. If course participants were concentrated there, an
apparent training benefit might partly reflect a more favourable sales environment.
The report did not provide enough information to rule out this possibility.

Sadek Alkhateeb - SpeakUp English 07
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The Training Success Story

READ FOR MEANING / CONTINUED

None of these limitations proves that the course failed. Participants might indeed
have acquired useful skills, and their positive feedback deserves consideration.
However, satisfaction with a course, improvement after a course and improvement
caused by a course are three different claims. Evidence supporting one should not
silently be used to establish the others.

A stronger evaluation would compare changes from before to after training,
consider differences in opportunity and, where feasible, use a fair method of
assigning access to the programme. If that is impractical, the report should at least
describe how participants differed from other employees and acknowledge the
remaining uncertainty. It should also examine whether the improvement persists
rather than relying on a single successful month.

The decision need not be reduced to either launching everywhere or abandoning
the idea. A limited expansion, accompanied by a better evaluation, could preserve
the opportunity to learn. The central question is not whether the organisation can
produce an encouraging number, but how much confidence that number warrants in
the explanation being offered.

Sadek Alkhateeb - SpeakUp English 08
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CHECK YOUR UNDERSTANDING

. Why does self-selection weaken the causal claim?
. Name one alternative explanation for higher sales.
. Does weak evidence of success prove failure? Explain.

. What baseline information is missing?

aua Ao W N K

. What decision does the writer suggest under uncertainty?

APPLY THE SKILL

Rewrite the headline “Training caused higher sales” using appropriately cautious
language. Then list two different outcomes an evaluation could track.
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The Polite Proposal

READ FOR MEANING

To the project committee,

The proposal to move all customer appointments online deserves serious
consideration. The pilot has shown that some routine requests can be handled
without requiring customers to travel. Staff also report that the booking system
reduces time spent coordinating appointments by telephone. These are meaningful
benefits, and the team’s work has made a wider discussion possible.

That said, the evidence currently available may not justify making online
appointments the only route to assistance. Most pilot users were invited by email
and had already used the company’s website. Their experience is therefore
informative about a digitally confident group, but it may tell us less about
customers who rarely use online services. The absence of complaints from people
who never entered the pilot should not be interpreted as evidence that they
encountered no barriers.

Sadek Alkhateeb - SpeakUp English 10
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The Polite Proposal

READ FOR MEANING / CONTINUED

It would also be helpful to distinguish appointments that were completed
successfully from those that were merely booked. A customer can obtain a time slot
and still struggle to upload a required document or understand a later instruction. If
the report counts only successful bookings, some of these difficulties remain outside
its field of view.

For these reasons, | would support extending the pilot while retaining a telephone
route. This need not mean maintaining every existing procedure indefinitely. Rather,
it would allow the team to identify which requests work reliably online, which
customers need assistance and whether a simpler design reduces that need. A short
follow-up with people who abandoned the process would be particularly useful.

The committee may ultimately decide that most appointments should move online.
My concern is with the timing and exclusivity of that decision, not with digital
services as such. A phased change would make it possible to preserve the gains
already observed while gathering evidence from people whose experience is not yet
visible. Describing the current pilot as promising seems justified; describing the
question of access as settled does not.

Yours sincerely,
Reem

Sadek Alkhateeb - SpeakUp English 11
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CHECK YOUR UNDERSTANDING

1
2
3.
4
5

. What is Reem’s overall position?

. Why is the pilot sample limited?

Explain why “no complaints” is weak evidence here.

. What distinction should the evaluation make?

. Which final contrast reveals the strength of Reem’s judgement?

APPLY THE SKILL

For each phrase, label its function: acknowledge benefit / limit certainty / recommend
action. 1 “These are meaningful benefits.” 2 “may not justify.” 3 “I would support
extending the pilot.”

Sadek Alkhateeb - SpeakUp English 12
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What a Free Service Costs

READ FOR MEANING

A professional association is considering a free document-review service for its
members. Under the proposal, any member could submit a draft and receive
comments from an experienced volunteer. Supporters argue that, because no fee
would be charged, the scheme would create value without imposing a financial
burden. This is persuasive only if the absence of a price is treated as equivalent to
the absence of a cost.

Volunteer time is limited, even when it is donated willingly. An hour spent reviewing
one member’s document is an hour unavailable for another activity. If demand
exceeds capacity, the association must decide whose documents are reviewed first.
A first-come, first-served rule may look neutral, yet it can favour members who have
predictable schedules and receive announcements promptly. A service can be free
at the point of use while access remains uneven.

Sadek Alkhateeb - SpeakUp English 13
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What a Free Service Costs
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READ FOR MEANING / CONTINUED

There is also a question of expectations. The word “review” could mean a brief
check for clarity, a detailed correction or a judgement about technical accuracy.
Unless the association defines the service, members may assume that volunteers
have verified matters beyond their expertise. The resulting disappointment would
not necessarily show that the volunteers worked poorly; it might show that the
promise was unclear.

Critics of the scheme should nevertheless avoid assuming that every unpaid activity
is unsustainable. Members may value the opportunity to contribute, develop their
skills and meet colleagues. A carefully limited programme could produce benefits
that exceed the time invested. The relevant question is how the arrangement will
work under ordinary conditions, including weeks when volunteers are busy and
demand rises unexpectedly.

A pilot could therefore limit the length of submissions, define the scope of
comments and make waiting times visible. It could reserve some capacity for
members unable to respond immediately to announcements. Most importantly, it
should record both the number of documents reviewed and the effort required.
Calling the service free may be accurate as a statement about the fee. As a
description of the resources it consumes, it is incomplete.

Sadek Alkhateeb - SpeakUp English 14
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CHECK YOUR UNDERSTANDING

. What hidden assumption does the opening challenge?
. How can first-come, first-served access be uneven?
. Why must “review” be defined?

. What concession does the writer make to supporters?

aua Ao W N K

. What should the pilot measure beyond document count?

APPLY THE SKILL

Identify one cost to volunteers, one risk to members and one design response supported
by the text.
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The Impressive Percentage

READ FOR MEANING

A transport operator announces that complaints about its new booking system have
fallen by half. The statement is correct: there were forty complaints in the month
before the change and twenty in the month after it. Presented alone, the figure
suggests a substantial improvement. Yet the number of bookings also changed,
from four thousand to one thousand. Complaints fell in absolute terms while
complaints per booking doubled, from one percent to two percent.

Neither calculation, by itself, establishes that the system became worse. Perhaps
the later month involved more complicated journeys, or customers found it easier to
report a problem. Equally, the reduction in total complaints cannot establish that
the system became better. A fair account needs both the numerator and the
denominator, together with an explanation of what is being compared.

The operator also reports that ninety-five percent of surveyed users found the
system easy. The survey appeared only after a completed booking. People who
abandoned the process never saw it. The result may accurately describe the
responding completers while overlooking precisely the users most likely to have
struggled. A larger number of responses would not, on its own, remove this
selection problem.

Sadek Alkhateeb - SpeakUp English 16
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The Impressive Percentage

READ FOR MEANING / CONTINUED

There is a further difficulty with the word “complaint.” In the earlier month, staff
recorded both telephone and written complaints. In the later month, the published
figure included only written submissions because telephone records were still being
processed. The apparent comparison therefore combines a change in performance
with a change in measurement. Even the two percentages require caution until the
categories are made consistent.

A transparent report would state the volume of bookings, the channels included, the
survey invitation method and any missing records. It would separate a preliminary
result from a confirmed trend and resist treating a convenient headline as the only
possible interpretation. Good reporting does not require every number to be
unimpressive. It requires the reader to be able to understand why an impressive
number might deserve confidence, and where that confidence should stop.

Sadek Alkhateeb - SpeakUp English 17
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CHECK YOUR UNDERSTANDING

. Calculate the complaint rate in each month using the reported counts.
. Why is the claim of improvement unsupported by the complaint count alone?
. Who is excluded from the ease-of-use survey?

. Why would more survey responses not automatically solve the problem?

aua Ao W N K

. What measurement change weakens the before-and-after comparison?

APPLY THE SKILL

Write a two-sentence corrected report that retains the favourable count but includes its
limits. Mention the booking totals and inconsistent complaint channels.

Sadek Alkhateeb - SpeakUp English 18
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Why the Room Stayed Empty

READ FOR MEANING

A company created a quiet room where employees could read, study or complete
work requiring concentration. Three months later, the room was rarely used. One
manager concluded that staff were not interested in independent learning. Another
believed the room’s booking system was too complicated. A third suggested that its
location, beside the director’s office, made employees uncomfortable. Each
explanation was plausible; none followed automatically from the empty chairs.

The first step was to examine what “rarely used” meant. The booking record showed
only twelve reservations, but the door was often left unlocked and employees
sometimes entered without reserving. Low recorded use might therefore differ from
low actual use. Before explaining the number, the team needed to establish what
the number represented.

Interviews revealed several additional patterns. Some employees did not know the
room was available for ordinary work and assumed that it was reserved for formal
training. Others knew about it but believed that leaving their desks would make
them appear unavailable. Two employees reported trying to book the room and
giving up when asked for a project code they did not have. These accounts
supported more than one explanation and suggested that the barriers might
interact.

Sadek Alkhateeb - SpeakUp English 19
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Why the Room Stayed Empty

READ FOR MEANING / CONTINUED

The team could have simplified the booking form, moved the room and launched a
publicity campaign at the same time. Usage might then have risen, but it would
have been difficult to know which change mattered. Instead, it first clarified the
room’s purpose and removed the unnecessary code requirement, while
documenting informal as well as booked visits. It planned to review comments
before considering relocation.

This sequence would not deliver a perfectly controlled experiment, and the team
acknowledged that limitation. It would, however, produce more informative
evidence than repeating the original judgement about motivation. When people do
not use a service, the service may be unwanted, difficult to access, poorly
understood or socially awkward to use. Treating these possibilities as questions to
investigate creates a better basis for action than choosing whichever explanation is
most comfortable for management.

Sadek Alkhateeb - SpeakUp English 20



SPEAKUP / READING FOR ADULTS @

ADVANCED - LESSON 06 / PRACTISE sPea
- Englls

aaaaaaaaaaaaaaaaaa

Understand & apply
eslall 6,lgo

cawliy 3 umadl giy jros 3l JIoJl Lo Jlwl pb s oo 5T 03
.0J>9 duw DIy Y ezl ole &fngJl by jandy Y a8 6.).>|3 r'ix§|3

KEY WORDS / wl»> 2.ll

concentration 1S, barriers &lee
plausible Jsbzo interact Jelaw
represented Jis, relocation 299l i
reserved jszzo gl Jaare acknowledged 38l

CHECK YOUR UNDERSTANDING

. Why is the booking total an imperfect measure of use?
. Give two barriers mentioned by employees.
. Why avoid changing every feature simultaneously?

. What did the team change first?

aua Ao W N K

. What broader reasoning error does the text warn against?

APPLY THE SKILL
For each explanation, suggest one observation that would help assess it: 1 People do not

know the room’s purpose. 2 The booking form blocks access. 3 The location feels
uncomfortable.
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Access and Convenience

READ FOR MEANING

Source A

The facilities manager argues that a single central service desk would make the
company easier to navigate. At present, employees must contact different teams for
building access, equipment loans and meeting-room problems. Requests are
sometimes passed from one team to another because responsibility is unclear. A
central desk could record the issue once, direct it internally and give the employee
one reference number. The manager expects this to reduce repeated explanations
and make unresolved requests more visible. She acknowledges that specialist
teams would still need to do the actual work; the proposal changes how requests
enter the system, not who has the expertise to resolve them.

Source B

An employee representative supports a shared tracking system but questions
whether every request should begin at the same desk. A uniform route might be
convenient for management while slowing familiar, straightforward interactions. An
engineer who regularly borrows equipment may already know the responsible
technician and need only a brief exchange. Requiring that request to pass through a
central queue could add a stage without adding value. The representative is also
concerned that staff working outside normal office hours might be poorly served if
the desk operates only during the day. He proposes keeping direct routes for clearly
defined routine tasks, while using central tracking to make their status visible.

Sadek Alkhateeb - SpeakUp English 22
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Access and Convenience

READ FOR MEANING / CONTINUED

Considering the sources together

The disagreement is narrower than it initially appears. Both contributors want fewer
lost requests and better visibility. They differ over whether a common record
requires a single point of contact. This distinction matters because two changes that
sound similar may solve different problems. A shared record addresses fragmented
information; a central desk addresses uncertainty about where to begin.

A pilot could test a central route for unfamiliar or cross-team problems while
allowing established routine transactions to continue directly, provided that both
enter the same tracking system. The evaluation would need to measure total
resolution time and employee effort, rather than simply the number of requests
received by the desk. Otherwise, the new desk could look successful because it
became busy, even if employees experienced an additional delay.

Sadek Alkhateeb - SpeakUp English 23
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CHECK YOUR UNDERSTANDING

. What problem is Source A primarily trying to solve?

. What does Source B support?

1
2
3. Explain the distinction between a common record and a single contact point.
4. Which users might be disadvantaged by a daytime central desk?

5

. What combined approach follows from both sources?

APPLY THE SKILL

Write a 40-60 word synthesis. Include one point of agreement, one difference and one
useful evaluation measure.

Sadek Alkhateeb - SpeakUp English
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The Map and the Journey

READ FOR MEANING

An organisation’s procedure manual is often treated as a map of how work happens.
The metaphor is useful, provided that we remember what maps leave out. A road
map can show the route to a destination without showing today’s traffic, a damaged
sign or the hesitation of someone driving there for the first time. Similarly, a
procedure can describe the approved sequence while saying little about the
judgement required when a real case does not fit neatly within it.

Experienced employees frequently bridge this gap. They know which department is
likely to need an early warning, which question reveals a hidden difficulty and when
an apparently minor error will cause trouble later. Much of this knowledge remains
invisible because it is expressed through timing and attention rather than through
formal instructions. When these employees leave, managers may discover that the
manual preserved the route but not the ability to recognise when to slow down.

Sadek Alkhateeb - SpeakUp English 25
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The Map and the Journey

READ FOR MEANING / CONTINUED

The solution is not to turn every experience into another rule. An overloaded
manual can become so difficult to consult that people stop using it. Nor should
organisations romanticise informal knowledge. A habit may survive because it is
familiar, even after the reason for it has disappeared. Experience deserves to be
examined, not merely copied.

One practical approach is to collect short accounts of difficult cases. What made the
situation unusual? Which signals did an experienced employee notice? What
alternatives were considered, and why was one rejected? These questions make
judgement more visible without pretending that every future situation will be
identical. They also allow newer employees to ask why an established practice
exists.

The map still matters. Clear procedures protect consistency and help people begin.
But a useful learning culture also discusses the journey: the detours, uncertainty
and decisions that occur between the labelled steps. The aim is not to choose
between rules and experience. It is to build a relationship in which each can correct
the weaknesses of the other, so that following the procedure and understanding the
work become mutually supportive activities.

Sadek Alkhateeb - SpeakUp English 26
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CHECK YOUR UNDERSTANDING

1. What do the “map” and the “journey” represent?

2. What can disappear when experienced staff leave?
3. Why is adding more rules not a complete solution?
4. Why should informal practices also be questioned?

5. How do case discussions connect rules and experience?

APPLY THE SKILL

Explain these phrases in ordinary language: 1 “the manual preserved the route.” 2
“when to slow down.” 3 “each can correct the weaknesses of the other.”
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A Fair Booking Policy

READ FOR MEANING

A community training centre offers free workshops, but many reserved places
remain empty. Staff propose a refundable deposit: participants would pay SAR 50
when booking and receive it back after attending. The aim is to discourage casual
reservations and make attendance more predictable. The proposal appears simple,
yet its fairness depends on more than whether everyone is asked to pay the same
amount.

The operations team argues that empty seats have a cost. Trainers prepare
materials, waiting lists are closed and other learners may lose the opportunity to
attend. A deposit could encourage people to cancel early if their plans change. The
team proposes returning the money when a cancellation is made at least twenty-
four hours before the workshop, so that the place can be offered to someone else.

An access adviser raises a different concern. Some learners may find even a
temporary payment difficult, while others may be reluctant to enter payment details
online. Unpredictable shifts or caring responsibilities can also make attendance
uncertain for reasons unrelated to commitment. A rule intended to deter
carelessness could therefore discourage people whom the centre particularly hopes
to reach. Equal payment rules do not necessarily create equal practical access.
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A Fair Booking Policy

READ FOR MEANING / CONTINUED

There are alternatives, but none is costless. Confirmation messages and easy
cancellation links may reduce unused reservations, though staff would need to
manage replies. A waiting list can help fill gaps, but late invitations may mainly
benefit people who live nearby. An exemption from the deposit could preserve
access, yet a complicated application process might itself become a barrier.

The centre could test a combination of reminders, a simple cancellation route and a
limited deposit policy with a discreet, easy exemption. It should compare not only
attendance rates but also total bookings, learner mix and administrative effort. A
higher attendance percentage would be less reassuring if it resulted mainly from
fewer people with unstable schedules enrolling. The policy should be judged against
the centre’s purpose: making useful learning available while using its limited places
responsibly. Efficiency and access are both part of that judgement.
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CHECK YOUR UNDERSTANDING

1. What operational problem is the deposit meant to address?

2. Under the proposal, when is a cancellation eligible for a refund?
3. Why can an equal fee produce unequal access?

4. Identify a drawback of one alternative.

5. Why is attendance percentage alone insufficient to judge success?

APPLY THE SKILL

Recommend one policy combination in 50-70 words. Include one risk and two measures
to review. More than one answer is acceptable if supported by the passage.
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Should the Pilot Expand

READ FOR MEANING

Source A the project summary

A regional service centre tested an online appointment form for eight weeks. During
the pilot, 600 appointments were booked, compared with 500 in the preceding eight
weeks. Of 120 users who completed a feedback form, 108 rated the booking
process as easy. The project lead recommends replacing telephone booking, arguing
that the pilot shows both stronger demand and high satisfaction. Staff spent fewer
hours answering booking calls, although the summary did not include time spent
helping users who contacted reception in person.

Source B the reception note

Reception staff welcome the clearer appointment calendar, which has reduced
accidental double bookings. However, they recorded repeated requests for help with
document uploads. Some people reached the final page without understanding
whether their appointment had been confirmed. Staff also report that several
regular telephone users asked relatives to book for them. The note does not
establish how common these experiences were across all users; it records issues
noticed at reception. It recommends keeping telephone support until the upload
instructions and confirmation message have been improved.
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Should the Pilot Expand

READ FOR MEANING / CONTINUED

Source C the review details

The pilot coincided with a temporary public information campaign advertising the
centre’s services. No equivalent campaign ran during the comparison period. The
feedback invitation appeared on the confirmation page, so people who abandoned
the form before confirmation were not invited. The centre counted bookings but did
not track how many appointments were attended or how many requests were fully
resolved. It also did not record the time relatives spent assisting users.

The decision

The three sources support a narrower conclusion than the project lead’s
recommendation. The online form appears to offer useful coordination benefits, and
many responding completers found booking easy. They do not establish that the
form caused the increase in bookings, that all users found it accessible or that
removing telephone booking would improve the complete service. Some effort may
have shifted from the booking team to reception staff or family members rather
than disappeared.

An expansion could still be reasonable if it preserves an assisted route and treats
the next phase as a chance to resolve uncertainty. The review should include
unsuccessful attempts, attendance, completed service outcomes and total support
effort. It should also distinguish fixes already made from benefits merely expected.
A responsible decision can act on promising evidence without presenting
unanswered questions as settled facts.
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CHECK YOUR UNDERSTANDING

1. What percentage of feedback respondents rated booking easy, and who does it
describe?

2. Why cannot the rise from 500 to 600 prove an effect of the form?

3. Identify one benefit supported by reception staff.

4. Where may unmeasured work have moved?

5. Give a justified recommendation with two conditions.

APPLY THE SKILL

Write a 70-90 word decision note. Include one supported benefit, two limitations and two
evaluation measures. Avoid claiming that 90% of all customers were satisfied.
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A professional network tested a mentoring scheme in which experienced members
offered three online meetings to newer members. The organiser announced that the pilot
had been highly successful: thirty-six of forty survey respondents said they felt more
confident about their career plans. On this basis, she proposed doubling the scheme and
reducing the introductory briefing for mentors, arguing that the informal format had
worked well without much preparation.

The survey result is encouraging, but several details complicate the proposed conclusion.
Sixty newer members had originally registered. Twelve withdrew before the first meeting,
eight attended but did not return the survey, and forty completed it. The report did not
investigate the reasons for withdrawal. Confidence was measured only after the scheme,
so it was also unclear how much respondents’ confidence had changed or whether
similar members outside the programme had experienced a comparable change.

Mentor comments revealed a different part of the experience. Several said that the
introductory briefing had helped them set boundaries and avoid promising introductions
they could not provide. Others reported spending time between meetings reading
documents or answering additional messages. This work was not included in the estimate
of volunteer hours. The fact that it was unpaid did not mean that mentors could
indefinitely increase the time they contributed.
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Reading check

ssimall ale s

Newer members described varied benefits. Some valued practical advice, while others
mainly appreciated having someone listen carefully. These outcomes need not compete,
but they suggest that the scheme served more than one purpose. A single confidence
question could not show which activities were useful, whose needs were unmet or
whether the advice led to later action.

A cautious expansion could therefore be justified, provided that its purpose was clearly
defined and its support requirements were measured. The briefing should not be
removed merely because the overall experience appeared positive; it may have
contributed to that experience. The next phase could contact people who withdrew, ask
participants about specific outcomes and record the full time commitment of mentors. It
could also compare expectations before the meetings with experiences afterwards.

The pilot offers grounds for continued investment in learning about the scheme. It does
not yet establish that the same results will follow at twice the scale with less preparation.
Expansion is a change to the conditions under which the initial results were obtained,
rather than a neutral repetition of them.
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01. What percentage of survey respondents felt more confident? State the denominator.
02. Why is it misleading to say 90% of all registrants reported greater confidence?
03. What missing information would help interpret the twelve withdrawals?

04. Why is a post-programme confidence score insufficient to show improvement caused
by mentoring?

05. Identify evidence that the briefing may be useful.

06. What uncounted resource use is described?

07. What does the variation in member benefits imply for evaluation?
08. Does the writer oppose all expansion? Support your answer.

09. Explain why doubling the scheme is not a neutral repetition.

10. Recommend two evidence-gathering actions supported by the passage.
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01 When Faster Is Not Better

1. That shorter calls achieve the same result or quality as longer calls.

2. Preventive explanation may stop the customer needing another call.

3. No. The text calls duration a useful signal that may reveal unclear procedures or training needs.
4. The adviser may handle more difficult cases; case mix can affect the rate.

5. Use and test several measures in context, checking the behaviour they reward and the service
outcomes they produce.

Skill practice: 1 Average calls are 20% shorter. 2 Support is better. 3 For example, comparable
resolution rates, repeat-contact data or customer feedback; explain how it checks service quality.

02 The Training Success Story

1. Participants may already differ in motivation, experience or available time.

2. The advertising campaign, branch opportunities or movement of experienced staff.

3. No. The course may work, but the available comparison cannot isolate its effect.

4. Sales performance of both groups before training.

5. A limited expansion with a stronger evaluation rather than immediate universal rollout or
abandonment.

Skill practice: Example: “Participants recorded higher sales, but the contribution of training
remains uncertain.” Outcomes could include change in comparable sales, use of target skills,
persistence of improvement or participant satisfaction; satisfaction alone does not prove sales
impact.
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03 The Polite Proposal

1. Support further digital development, but oppose making it the only route before access is better
evaluated.

2. Users were emailed and already used the website, so less digitally confident customers may be
underrepresented.

3. Excluded or non-participating customers may never have had an opportunity to complain within
the pilot.

4. Between booking an appointment and successfully completing the service process.
5. The pilot is “promising,” but access is not “settled.”

Skill practice: 1 Acknowledge benefit; 2 Limit certainty; 3 Recommend action.

04 What a Free Service Costs

1. That no fee means no cost or burden.
2. People with predictable schedules and prompt access to announcements can respond sooner.

3. To prevent expectations of technical verification or detailed correction beyond the promised
service.

4. Volunteering can offer value and an appropriately limited service may be sustainable.
5. The effort or time required, and potentially waiting times or access patterns.
Skill practice: Cost: time unavailable for other work. Risk: unequal access or misunderstood

review scope. Response: submission limits, clear scope, visible waiting times or reserved capacity.
Accept other text-supported pairings.
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05 The Impressive Percentage

1. Before: 40/4000 = 1%. After: 20/1000 = 2%.
2. Bookings fell sharply; the rate increased, and complaint channels were measured inconsistently.

3. People who abandoned the booking before completion; non-responding completers also do not
contribute answers.

4. More responses from the same selected group do not include the missing group.
5. Earlier counts include telephone and written complaints; later counts include only written
complaints.

Skill practice: Example: “Recorded complaints fell from 40 to 20 while bookings fell from 4,000 to
1,000. However, the later count excludes telephone complaints, so these preliminary figures do not
establish an improvement.”

06 Why the Room Stayed Empty

1. Some employees enter without reservations.

2. Any two: misunderstanding the purpose, fear of appearing unavailable, missing project code.
3. Arise in use would not reveal which change contributed.

4. It clarified the purpose and removed the code requirement, while measuring informal visits.
5. Treating low usage as automatic proof of low motivation instead of investigating alternative
explanations.

Skill practice: Examples: 1 Ask staff to describe permitted uses before clarification. 2 Examine
failed attempts and ask where users stopped. 3 Ask about location concerns and compare reactions
to a possible alternative location. These observations inform, rather than conclusively prove,
explanations.
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07 Access and Convenience

1. Unclear entry routes, repeated explanations and lost or poorly tracked requests.
2. A shared tracking system and better visibility.

3. A common record combines information; a single contact point determines where every request
must start.

4. Staff working outside normal office hours; familiar routine users might also face extra delay.
5. Central intake for unfamiliar or cross-team issues, direct routes for defined routine tasks, and
shared tracking for both.

Skill practice: Sample: “Both sources support better tracking and fewer lost requests. The
manager favours one entry point, while the representative wants direct routes for routine tasks. A
combined pilot could keep both routes within a shared record and measure total resolution time,
showing whether central coordination reduces effort or merely adds another queue.”

08 The Map and the Journey

1. The map represents formal procedures; the journey represents actual work and the judgement it
requires.

2. Tacit knowledge about signals, timing and how to handle unusual cases.

3. An overloaded manual may become difficult to use, and future cases are not identical.

4. Habits can persist after their original reason has disappeared.

5. They reveal reasoning and signals, helping staff interpret and improve procedures rather than
merely copy actions.

Skill practice: 1 The manual records the formal sequence. 2 Recognising situations that need
extra attention or caution. 3 Procedures can check unreliable habits, while experience can expose
gaps in procedures.
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09 A Fair Booking Policy

1. Unused reservations, lost opportunities and unpredictable attendance.
2. At least twenty-four hours before the workshop.
3. People differ in ability to pay, digital comfort and control over their schedules.

4. For example, reminders need staff effort, late waiting-list invitations favour nearby learners, or
complex exemptions create barriers.

5. It can rise because people facing barriers stop booking; total bookings and learner mix also
matter.

Skill practice: Sample: “The centre could begin with reminders and an easy cancellation link, then
test a modest deposit with a simple private exemption. The risk is that learners with uncertain work
schedules may stop applying. Review attendance alongside total bookings and learner mix, and
record administrative effort before expanding the policy.”

10 Should the Pilot Expand

1. 90% (108/120); it describes respondents who reached confirmation, not all potential users.
2. A concurrent publicity campaign and differences between periods could affect demand.

3. A clearer calendar and fewer accidental double bookings.

4. To reception staff helping users and relatives booking for them.

5. Expand cautiously while retaining assistance; improve upload and confirmation instructions and
measure unsuccessful attempts and complete outcomes. Accept equivalent supported conditions.

Skill practice: Sample: “Continue the online pilot while retaining telephone assistance. Reception
staff report fewer double bookings, but the increase in bookings coincided with publicity and the
survey excluded people who abandoned the form. Improve upload instructions and confirmation
messages before wider expansion. Track completed service outcomes and total support effort,
including reception help, and invite feedback from unsuccessful users. These steps preserve a
useful benefit while testing whether the process becomes easier overall, rather than moving work
to other people.”
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01.
02.
03.
04.
05.
06.
07.

90%; the denominator is 40 respondents, not 60 registrants.

Only 36 of 60 registrants reported it; the quoted 90% uses the 40 respondents.

Their reasons for withdrawal, such as access difficulties, changed needs or dissatisfaction.
There is no baseline or suitable comparison, so change and causation cannot be isolated.
Mentors said it helped them set boundaries and avoid unrealistic promises.

Mentor time reading documents and answering extra messages between meetings.

A single confidence question may miss distinct needs and outcomes; more specific

measures are needed.

08.

No; the writer supports cautious expansion if purpose and support requirements are defined

and measured.

09.

Scale and reduced preparation change the conditions and may increase demands on limited

volunteers.

10.

Any two: contact withdrawals, compare expectations before and after, measure specific

outcomes, record full mentor hours. One point each.
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Lesson Date My next review

01

02

03

04

05

06

07

08

09

10

Read carefully. Notice the evidence. Keep going.
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