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MY PROFILE
SITI ZURIAH BINTI OSMAN

Politeknik Kuching Sarawak

| teach ENGLISH FOR DIGITAL TECHNOLOGY

This subject emphasises the skills required at the workplace to
describe products or services as well as processes or procedures
related to Digital Technology. This course will also enable students
to make and reply to enquiries and complaints related to the field
of Digital Technology. The course is also designed to assist students
in achieving at least level Bl of Common European Framework of
Reference (CEFR).

| also teach COMMUNICATIVE ENGLISH

This subject emphasises the skills required at the workplace to
describe products or services as well as processes or procedures. It
also focuses on the skills to give and respond to instructions. This
course will also enable students to make and reply to enquiries and
complaints.

I'm currently a senior lecturer at POLITEKNIK
23 years experience in higher education.
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PRODUCTS AND SERVICES

INTRODUCTION

An electronic book, or e-book, is a book that has been
published digitally instead of traditionally in print. An
electronic book, or e-book, is a digital copy of a printed book
that can be read on a computer or other device especially for
that purpose, according to the new Concise Oxford English
Dictionary (2001). We can infer two primary components of e-
books from the definitions given above. Electronic books, to
start. Second, a tool is needed to use e-books; this tool can be
either "hardware" (actual hardware) or "software.” E-books are
becoming more and more popular these days. They are
widely utilized worldwide for business, hospitality, banking,
and educational reasons, among other objectives.

As a result, this e-book—which is based on the English for
Digital Technology course (MPU22153) was created especially
for the Kuching Sarawak Polytechnic English Unit students and
departments. This e-book goes over product and service
definitions as, the right phrases to use and methods to use
when describing goods and services in-depth. After each
topic, this book includes reinforcement activities to assist
students make sure they grasp what they have studied. To
complete the course requirements, it is intended to help
students understand the subject and serve as a guide for
them as they get ready for presentations one and two
(MPU22153).
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NEED FORTHE STUDY

Subtopics covered in this book include
how to define and categorize items and
how to recognize and describe the parts,
characteristics, functions, and attributes
of a good or service. Using suitable word
and language choices, such as
conjunctions and  superlatives, to
compadre and contrast goods and
services is another skill covered in this e-
book.
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As Reference

This book was created to satisfy the primary
reference needs of the English for Digital
Technology (MPU22153) instructors and
students at Polytechnic Kuching, Sarawak.
Students taking this course must have this
book because it contains easy, useful notes,
examples, and illustrations that help students
comprehend and retain the proper
techniques for explaining goods and services.
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TOPIC 1
PRODUCTS AND SERVICES

CLOI

Describe products and services related to Digital
technology effectively through presentations
by highlighting its features and characteristics that
appeal to specific audience.



DEFINITION OF PRODUCT

A product can be defined as anything that can be offered
to a market for attention, acquisition, use, or consumption
that could satisfy a need or want.

A product is something that is produced and sold in
large quantities, often as a result of
a manufacturing process.

Synonyms: goods, produce, production, creation

10



CHARACTERISTICS
OF PRODUCT

Characteristic is a distinguishing physical attributes of
a product such as dimensions (height, width, and
depth), weight, shape, colour, materials/ingredients,

Model:

Color:

Dimensions:

Frame:

Display:

Resolution:

Strap:

Adjustable length:

durability, speed, quality, etc.

Connectivity:

Sensors:

Satellite positioning
systems:

Battery capacity:

Water resistance
rating:

Working temperature:
Supported systems:

Certification:

ll



FEATURES
OF PRODUCT

Features are the capability of a product
does or has which will provide benefits to customers.

1.55" colourful touch display 100+ fitness modes 5 ATM water resistance*

Sp0: measurement* and 24-hour

heart rate tracking Multi-system standalone GPS Up to 10 days of battery life*

12



DEFINITION OF SERVICE

A service is something that the public needs, that is
provided by an organisation or a company.

Do not result in the ownership of something. For example:

Hotel services
Financial (Savings, loans, paying bills, investments)
Graphic design
Teaching and Education
Computer repair and maintenance

TYPES OF SERVICES

Services are diversified into three groups; Business services, social
services, and personal services.

Business services are the services used by businesses to conduct
their business activities.

Social services are the services provided by NGO's to pursue a
certain set of social goals.

Personal service is a service wherein every customer will have a

different need. Examples of personal services would be tourism,
recreational services, and restaurants.

13



Service Characteristics

Intangibility

Services can not be
seen, tasted, felt,
heard, or smelled
before purchase

Variability

Quality of services
depends on who
provides them and
when, where and
how

Services

Inseparability

Services can not be
separated from their
providers

Perishability

Services can not be
stored for later sale
or use
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CHARACTERISTICS of Business Service
e.g. Banking, insurance, warehousing,
communication services

l.Economic activity
2.Continuous process
3.Profit motive

4 .Risk and uncertainties
5.Creative and dynamic
6.Customer satisfaction
7.Social activity
8.Government control

15



CHARACTERISTICS of Social Service
e.g. Education, health services, housing
programs, and transport services

l.Empathy.

2.Communication.

3.0rganization.

4.Critical thinking.

5.Active listening.

6.Self-care.

7.Cultural competence. 8.Patience.
9.Professional commitment




CHARACTERISTICS of Personal Service
One-to-one services such as hairdressing,
training, tourism, restaurant, grocery
shopping, and delivery, errand-runner, dry-
cleaning delivery and pick-up, seamstress,
or tailor services, home cleaning service,
private car service.

1.People oriented.
2.Variability.
3.Time/Flexibility.
4. Experience.
5.Price
6.Employees
7.Skill

8.Products

17



FEATURES FOR SERVICE APP

B Request Acceptance
B Fast Registration & i
Profile Approval & Declining Paymaent Details + Costs




Functionality Guarantees

High availability — never down Immersive experiences
Information Installation
Learnability Liveliness
Locations Loyalty programs

Luxury experiences Maintenance

Makes it easy for customer to Meaningful experiences

accomplish a goal

On-time performance Order cancellation
Payment options Performance
Personal attention Personalized service
Priority service Productive to use

Professional staff

Range of services offered

Recommendations Refunds and returns







What is product?

What is service?

Product Service

Digital Products Digital Services
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Decide whether following are products or services.

._‘\

P"oduct serfnce )
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> M product  service

~ product service

|produet service

 service

Product or Service?

Enter your name:

Nome...

Remember me?







Communication Whatsapp, Telegram
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e




You can describe digital products in terms of:

ITS TYPE

o Is it a site?

e Is it a system?

e Is it a software?

e |s it an application?
communication app?
entertainment app?
gaming app?
social app?

map app? .

ITS FUNCTION
. pr‘imolr‘y function
e lts main use
e The main reason it
is created

ITS CHARACTERISTICS
o |ts difference from a
similar app
e Technical requirements
o Ul design
o UX design

ITS FEATURES e
e |ts Components
> buttons
= eg. Record button
menu
= eg. Dropdown menu
bar

= e.g Search bar _
e 0oo®

o Secondary functions ——  @112451
> video call feature
status update feature
> live streaming feature









Task 3

LET'S PRACTICE DESCRIBING YOUR PRODUCTS WITH
YOUR PARTNER

ITY2 INTRCI wdeouP}une VIDEQ PRACTICE




Task: Choose an application and fill in the following with suitable details.

App type

Feature 3

Primary function r —— \
I Place app I
|

logo here I

\ J Feature 2

Feature |

Four ways you can describe app
function and features.

Start with the name of Start with the benefit.

parts/ components of app
Start with the user and and describe what users can
describe what they can do do with it.
with it. eg. Status Update tab lets users
share texts, phoros and videos.
e.g. Users can share texts, photos and e.g. Status updating feature

videos through Whatsapp Status e aiTh ton lets you lets users share texts, photos
Update feature. and videos.

e.g. Document sharing becomes

Start with the name of
easy with Whatsapp file sharing

feature and tell what users

can do with it. feature.

eg. Location finding can now be
done quickly with Google Maps.

snap photos. becomes easy with

Google Classroom.
e.g. Teachers can organise their What e.g. Audic messaging feature
lessons better with Google Classroom. other allows users to send voice q
words can messages to their contacts. T mqnqgement

What other words we use to is now easy with
can we use to , ins.teaé of Planner App.
replace the word o lets’? %
‘can? [ ]
Y end with 'ing?




Task 5

LET'S PLAY THE GAME
GUESS 100 APPS IN 3 SECONDS!!

O KIUEID 1" AF P 1D .

-||.| -

i
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Useful phrases for describing app features

e You can do what with this app/feature.
© Users can communicate easily through Whatsapp.
o With Whatsapp, you can communicate with ease.

o This app/feature allows you to do what.
o This app allows you to communicate without a

hitch.

e This app/feature lets you do what.
o Whatsapp lets you communicate easily.

e This app/feature makes ing/ion/ment easy.
o Whatsapp makes communicating easy.

—Con\pkte the following sentences.

l. Users can with Google Maps.

2. McDonald's app allows you to

3. Google Classroom lets you

Y. Capcut makes easy.

5. Canva has features that allows you to effortlessly.

6. You share text, photos and videos through the Update
feature in Whatsapp almost instantly.

7. Facebook Live users to livestream events, performances and
gatherings.

8. You share audio messages through Whatsapp chat.

9. Whatsapp users share live locations to their contacts.

10. Canva also you Create presentation slides.




What makes Whatsapp and Telegram different? List 5 differences.




Read the two descriptions. Notice the differences in terms of words and phrases used.

DESCRIPTION A

Whatsapp is a communication app that has
many features. With it, users can
communicate, share files and life events easily.

Whatsapp has a chat button. Users can use
it to send texts, documents, photos and other
files to other users

Besides, it also has status sharing tab. Users
can use it to update life events by sharing
text, photos and videos.

Users can alse make phone calls and videos
calls with internet connection. Users can also
make group video calls.

'@

DESCRIPTION B

Whatsapp is a communication app that comes
with a plethora of features that lets users
communicate, share files and life events
effortlessly.

The features include a chat button that
makes it easy for users to send texts,
documents, photos and other files to other
users.

Besides, it is also_equipped with Status sharing
tab that allows users to update life events
through sharing of text, photos and videos.

Not only that, Whatsapp also enables users
to make phone calls and videos calls with
internet connection. The latest update allows
users to make group video calls.

Description B
uses a variety
of words that
‘makes it more
_ interesting!

e

Let's turn to

. next page to
~ learn more

Avocabularies.

Useful phrases: Different ways of saying “It has many features.”

a lot of features

It has

a range of features

that enables users to

that helps users to

do A,
do B and

do C.

an array of features  that allows users to

The phrases in green
colour means the same

thing!

What words or
phrases have the same
meaning with has’?

a plethora of features

a variety of features

a set of features

that lets users to

that makes it easy to

that enables users to

When wiéa product

description, try to use

(“ 'I,. different vocabularies

to make it more
interesting. Avoid using

LY the same word

repeatedly.

- —




Summarising app features

Writing a summary of app features

When introducing an app, you can
describe the app in terms of its type
and its main function. It is also good
to have a summary of other
features that are available. Let's

take a look at this example: > )

Choose a mobile app and write

an introduction of the app.

Use the phrases you learned

to introduce the app and to
summarise its features.

4 2

EXAMPLE: Whatsapp is a social app that

AllOW users to communiCateé wi otheérs
easily. |t comes with a set of features that
lets users send media and documents as
well as sharing locations to other users.

~

i
".

N
.Y
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You can describe an physical product in terms of:

Its type Its function
e Isit a tool? ¢ Primary function
¢ Is it a gadget? ¢ Secondary functions
e |s it a machine?
eltisa camponent?
¢ Is it an equipment?

Feature may also
refer to special \

aterial, Its characteristics

! o Model /Brand

Ramn Capdabssiot o lts ;Iifierence from similar
roduc

o lts parts D & - Eroduct . EI'edmr\ir_all specs

o switches « Variants

\\ © body material ~ o colour

| o screen type _ o size

+ Its capabilities o weight

_;!}a o water resistance O LEER

=~ © non-stick

o anti-theft

functions or

Task: You are designing a new smartwatch. What features would you include in your
invention? Are there any special functions? Fill in the details of the gadget based on
the aspects given,

Write a description of your product
here using the phr I
Product type e ol et bt

Brand and Model
Feature |

Variants
Feature 2

Feature 3




taking about procester, RAM,

battery. gngne o any
It boasts tompantnt that gvel pewer te
At prodeit

TASK: Use any of the above phrases to describe the features that your smartphone has.

@cgmﬁnnmsﬁh“m#n
23

TASK: The following are some more useful phrases you can use to describe a
product. Can you use five of them to describe gadgets that you know?

eq. HwaWay GT Smartwatch is
available in three different colours.

2

Other useful
phrases

Se you
nnnoniol the phrages?
Let's test your knowledge.

S h 5%1
wm-r\n R code gven




INSTRUCTION: Fill in the blanks with correct answers

|. The phone (__h __p _) with @ 5.3" touchscreen display with a resolution of 1440 pixels by 2560 pixels.

2. The Nobia 8is (__ _w __r __ d) by Snapdragon 8 Plus Gen | processor.

3. The phone (__p __ r t _) 64GB of internal storage that can be expanded up to 256GB via a microSD card.

Y. As far as the cameras are concerned, this phone (__a __ k _) a I3-megapixel rear shooter and a [3-megapixel
front camera.

5. The Nobia 8 (r__ n _) on Android 7.l

6. It only (w_i _h _)160.00 grams.

7. The Nobia 8 is powered by 5000 mAh battery and (s _pp _ __ ¢ __ ) Ffast charging.
8 ltis(a____ | _b__e)in three different colours - black, blue and gold.

9 lewas (| _u__ch_d)in September 2020.

10. The prices of this gadget ( __ a __ g __ ) between RM 1300 and RMI700.

Use these phrases to describe your \ inclu des p

smartphone.

Describe the features
of your smartphone
= using these phrases
It ships with

N
/4

It provides
users with

N

"It comes with

g lt- as equupped A
\ with

-

Itis
powered by




YOUTUBE QUIZ ACTIVITY

Watch youtube and answer all questions in Google Form.

Practice 10

EeAC -
e (GCAN )

Bl m
a] e A VE |

&t -'LJ}I;_.l-"- T Google Form Link:
i_ﬂ-lz_‘h.'_:ll'__ AL https://forms.gle/BHRe4kac5nW1v52J7

4]


https://docs.google.com/forms/d/e/1FAIpQLSeQOUt4JQQKbOW5-R0rB6P6EER1tqZc5RpoXcRSYrSE5TJOwQ/viewform?usp=pp_url
https://docs.google.com/forms/d/e/1FAIpQLSeQOUt4JQQKbOW5-R0rB6P6EER1tqZc5RpoXcRSYrSE5TJOwQ/viewform?usp=pp_url

PRODUCTS AND SERVICES

PRODUCT PITCHING
PRESENT LIKE STEVE JOBS!!!

@ Steve Jobs introduces iPhone in 2007

EXCELLENT PRODUCT PITCHING:
INTRODUCING iPHONE

42



Example of product description:

https://www.youtube.com/watch?v=ABRrenXkDaU

i ME

Task 1: Product/service review

Choose a unique product/service that you would like
to review. Upload the picture in the padlet.com page
and write a short review highlighting the:

Features/functions/strengths
Price & outlet/website information
It is compulsory to complete the task as attendance will
be given based on your submission. Provide your full
name and matric number in the title. A sample product
review is given in the padlet page.

43
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Useful phrases for

& CONTRASTING
DEFINITION OF COMPARE AND CONTRAST

e to note what is similar and different about (two or more
things).

e Comparison - are used to show the similarities.

e Contrast - are used to show the differences.

How can comparing and contrasting help customers in making
decisions?
e Can help the customer to evaluate the products/services
better - in making decisions about which one is the best.

44



@g Connectors of Comparison

QAR Aaa’

Similarly <
Comparable &
In the same way &
Likewise @
As with @
Equally &
Just as ... so too @
A similar x &
Another x like... <
Just as <

/" Whereas
’ However
Yet
Despite
v/ Even so
/' But
v/ Although
Though
/ Even tough
 On the contrary

In similar way

In similar manner
Resemble

As

Similar to

In common

As well as

In comparison to
Also

By the same token

/' Nevertheless
7/ In spite of
/ Because of
v/ Unlike
/" In contrast to
/" While
/ Conversely
" Instead
v/ Alternatively
/ By contrast

45

QQ«

Same as
Just like
The same as
As ... as
Equal

Connectors of Contrast

Nonetheless

/" On the other hand
" Notwithstanding
/" Despite this
" Apart from
/ Otherwise
* Unlike




50% bigger display, Workout history on the band and 30
fithess modes

The most obvious diffexence between this year’s Mi
band 6 and last year’s band 5 is the inclusion of an SpO2
blood oxygen monitor.

same width, length and height

Mi band 6 seems to be slightly more accurate than the
Mi band 5

46
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SUPERLATIVE

A superlative is the form of an adjective or an adverb
used to compare three or more things.
The superlative form of an adjective is used
to show something has a quality to the greatest or least degree.
The superlative form of an adverb is used to show something has
performed an action to the greatest or least degree

Degrees of Comparison

Smarter Smartest
(of the two) (of the three)
3 |~ 2 g SNE PN

) - P

I |

big - biggest
black - blackest
bold - boldest

brave - bravest
bright - brightest
cheap - cheapest
clean — cleanest
grand — grandest
great — greatest

loud — loudest
simple — simplest
heavy — heaviest

good - best
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Useful phrases for selling

SELLING WORDS

SELLING PROCESS

The right language often leads to the right
reaction.
Always starts as a linguistic engagement before it
becomes a financial transaction.

Aware of the verbal and nonverbal language of
your customers.
Depends on the selling scenario - types of
service[product.
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Optimize Your Sales Vocabulary

1.Clarity - Avoid acronyms, industry jargons, unnecessary
adjectives and vague explanations.

2. Certainty - Project confidence and certainty in your
communication. Avoid using these words/statements:

- I'm not sure, | think/l might, Maybe/Probably/Perhaps,
somewhat/Somehow, Whatever.

3. Brevity — Concise and exact use of words. Use shorter and
simpler words whenever possible.

4. Mindfulness/Respect - mind their needs and respect their
sensibilities. Avoid using slang and cuss words.

5. Focus — know the customers - needs, demands, personal
tastes. Mention their names and say thank you.
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Example of selling words:-

Amazing Now
- deal /promotion/ - act/ get it/ click here
discount/ opportunity / find out/ learn more
/ feature
Save Exclusive
- now/ percent/ time/ - sale /offer/
money/ cost customer/ savings
Money-back

- guarantee / offer /
deal
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Let's Practice

1.This is an version of its brand
counterpart, but | can assure you it's just as good, if not better!

2.The latest technology at price - that's
our philosophy!

3.Feel free to contact our consultant.

4, your campaign performance with TikTok,

5.Food Panda: “Food delivery to your door from the
selection of restaurants near you”.

6.“Design tips & business trends” - Subscribers to our newsletter

have been scientifically proven to be , better looking and at

least 50% more than average.
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Conclusion

Topic 1 Product and Services (MPU22153)

Upon completion of this topic, students should be able to:

« describe the features [characteristics and functions of
a product and services effectively and clearly
throughout the presentation.

e Organizes ideas very well throughout the presentation.

» Identify the values that appeal and able to propose an
effective solution

e Use good and comprehensible sentences throughout
the presentation.

e Use appropriate and varied vocabulary effectively
throughout the presentation.
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