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The following work attempts to outline the importance of the using of artificial intelligence in the call centers

in Honduras. Recently, it is a great deal during the COVID-19 outbreak, as the demand for such services risen
dramatically. With demand increase the quality seems to drop. Hence forth, it is the main task of companies
to increase the quality of the agents to sustain their businesses. The work outlines use of artificial intelligence
to understand how correctly each letter, word and sentences are utilised during calls by agents. Some data
collection techniques and analysing algorithms can be used to indicate where agents make mistakes in their
speech. Therefore, the techniques also will be discussed in this work.

1 INTRODUCTION

Call centers are English-speaking companies since
2008, they have expanded their growth in Honduras,
with a significant contribution to 6,489 job in 2016
(La Tribuna, 2017). There are different areas, most of
them hire agents who are dedicated to areas such as
product sales, customer retention, accounts
receivable, customer recovery. These agents are hired
by recruiters and must undergo multiple exams to
obtain a position in the various companies. The exams
that are carried out to be able to work in a call center
are: time it takes to type a certain number of words on
the computer, oral, written, comprehension exams.
These exams are name assessments, an assessment
involve gathering and interpreting data for a variety
of reasons being a challenge process that usually use
questionaries and structures interviews.

After being selected for hiring, people undergo
training in which they must know the products of the
company for which they applied and the processes
they must carry out. This training usually takes a
month, where the future agent must study a manual
during the first two weeks and work is done in pairs.
In the third week they begin to conduct test calls with
real clients, where they are given extensive feedback
on strengths and opportunities for improvement. In
the last week they must continue to make real calls
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and put into practice everything they have learned. It
is extensive training and some of the agents do not
make it to the end. One limiting factor is the lack of
data with detailed annotations for language
assessment experiments (Shi, 2013).

People who works in call center should present
themselves as neutralized near native speakers of
some standard English (Forey, 2010). As a result of
the covid pandemic and a neutralized speaking, the
demands of consumers around the world have
increased and, therefore, the services offered by call
centers have become crucial to the new normal (La
Prensa, 2020).

However, some of the biggest problems it has had
is the constant complaints from users about the
agents' accents. And that is where many of the call
center companies have begun to use artificial
intelligence to measure the English level of their
employees. In these applications, a logarithm is used
in which it indicates at what level the pronunciation
of the words is, which letters are being pronounced
incorrectly and which is being pronounced correctly.
In this way, what is intended is to raise the level of
English of the agents. In Honduras there are more
than 450,000 unemployed people, according to the
Ministry of Labor, so a better business climate is
urgently needed to attract investment, say authorities
from the Honduran Council of Private Enterprise (El
Heraldo, 2021).
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The ubiquity of technology has also affected
language assessment and engendered the field of
computer-assisted  language testing (CALT),
dedicated to exploring how computers and
technology can be utilized for evaluating different
language skills of non-native speakers (Suvorov,
2013).

2 THEORICAL FRAMEWORK

We strongly encourage authors to use this document
for the preparation of the camera-ready. Please follow
the instructions closely in order to make the volume
look as uniform as possible (Moore and Lopes, 1999).

Please remember that all the papers must be in
English and without orthographic errors.

Do not add any text to the headers (do not set
running heads) and footers, not even page numbers,
because text will be added electronically.

For a best viewing experience the used font must
be Times New Roman, on a Macintosh use the font
named times, except on special occasions, such as
program code (Section 2.3.8).

2.1 Cognitive Translation Studies and
Computer Aided Language
Learning

For Al-based language assessment, several
techniques can be found in the literature. Some of
these techniques facilitate the development of
different programming algorithms to improve user
evaluations. It is necessary to apply cognitive
translation studies (CTS). This CTS consist in the
understanding of how the human brain learns and
achieve more knowledge will develop the mind the
ability to make translations and interpretations in a
more gradually shape (Xiao, 2020). The way people
achieve more information (vocabulary) is biggest
problem learning a new language. A computer aided
language learning (CALL) can help students to learn
in a way that does not feel too aggressive the
environment that permits to have more experiences to
develop more skills before to start in a difficult
scenario (Garrett, 2009).

2.2 Cognitive Translation Model and
Machine Translation

Two important algorithms are often used to develop
software’s solutions, the cognitive translation model
(CTM) and the machine translation (MT). The CTM

is a cognitive translation model it is an algorithm to
help develop a better recognition, identification that
will help to replicate the human cognitive-linguistic
skills. And the MT is other tool to help to achieve
great results of a cognition to replicate the tree of
human thinking, and in this way to perform a better
communicative skill of the student (Gorbis, 2019).

3 THEORICAL FRAMEWORK

When carrying out a literary review of the call center
industry, it was observed that the most important
language for this industry is English one author show
interest in studies of multilingual call centers
(Woydack). All the investigations showed that the
assessments are carried out through some computer
system, only one talks about the disadvantage of
using this systems (Douglas, 2007).

Dr. J. Lockwood is the author who appears most
in topics related to call center and language
assessment (Lockwood, 2012; Lockwood, 2015). The
countries that study this topic the most are the
Philippines with 38% followed by China with 25%,
as shown in figure 1. On the other hand, no research
was found on Honduras, even though artificial
intelligence applications are carried out in other
sectors such as agribusiness (Caballero, 2020;
Fernandez, 2021), healthcare (Sorto, 2020) and
logistics (Avila, 2020).

Some papers show interesting results about using
computer base assessments for example the
demonstration of s a viable alternative to using
features based on content models trained on large sets
of pre-scored responses (Evanini, 2013). The
qualitative analysis of communication problems that
impact call centers quality and universal language
functions (Xu, 2010; Friginal, 2008).

Call Centers Countries

= Manila = China = USA = Austria = Phillipine

Figure 1: Call Centers Countries.
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4 CONCLUSIONS

Call centers industry is growing up in Honduras it is
important to develop more technical assessments to
improve and prepare more people for these jobs.
Although there are some artificial intelligence
applications in the country, there is no research for
strengthen the learning of other languages. As future
research, the development of an algorithm that
evaluates the level of English and the influence of
accents is proposed to better prepare students for the
call center technician career.
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