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Student Details

Name Muntaqua Zarifah Rana
ID 221012046
Department Media Studies and Journalism

Major Concentration

Communication For Development

Minor Concentration

South Asian Studies

Career Objectives

As a student of communication for
development I aim to use my knowledge
and strategic communication skills to make
a positive impact on the society and
empower underprivileged communities. |
aspire to promote awareness about issues
that are often overlooked, develop unique
and relevant solutions to existing and
emerging social concerns. Through my
internship experience I look forward to
polishing my communication  skills,
management skills and problem solving
skills that not only contribute to an
organization but benefits the society
collectively. My ultimate objective is to
work with organizations that contribute to
the betterment of the society and serve those
who are vulnerable, untended and often at

risk of mistreatment.
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1-Call International

7901 4th ST, N, STE 11540
St. Petersburg, FL 33702
uUsS
www.icallinternational.com

+1 (818) 239 4744

My Working Session

October 2025 to December 2025

Supervisor Ivona Nikolic

Designation Interpretation Trainer, Training
Department Lead & Team Lead

Start Date October 1st, 2025

End Date December 31st, 2025

Hours Per Week 40 hours

Total Working Period 12 weeks
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Introduction

My internship at i-Call International gave me the opportunity to apply my
academic knowledge in professional and practical settings. i-Call International is an
online medical interpretation company which is committed to providing quality service to
their clients (i.e. hospitals, clinics, social services and most importantly Limited English
Proficiency patients). i-Call International plays a crucial role in the healthcare industry by
ensuring equal access to healthcare for everyone regardless of ethnicity, race, language
and so on. My internship granted me a comprehensive experience in organizational
communication, management, and training. This report documents my journey,
responsibilities, and the skills I developed during my time with the organization and goes
in-depth about my contribution to the organization throughout the course of my
internship.

Throughout my internship I was engaged in a variety of tasks such as client
communication where I applied my knowledge of communication for development as |
was required to communicate with them in a professional manner and maintain a
professional relationship. I was also assigned to prepare and deliver the monthly business
report (MBR), which enhanced my ability to collect, analyse and organize data in a
communicable format, as well as, communicate organizational progress effectively and
answer any queries the clients might have.

A significant part of my responsibilities consisted of managing and
communicating with interpreters on a daily basis, as well as, marking their attendance.
This taught me the importance of coordination, accountability and leadership.
Additionally, I was assigned training waves where I had to conduct training sessions. This
gave me the opportunity to interact with people from different countries, cultures and
backgrounds, further escalating my knowledge and understanding how to communicate
with people from diverse backgrounds. It also required me to multitask since I had to keep
track of their attendance, performance and participation. I believe working as a trainer
helped me become a better mentor, and gain a deeper understanding of team management.

Additionally, I was also in charge of scheduling, assigning and conducting

pre-assessments. Pre-assessments are initial assessments that interpreters need to pass to



be selected for the training process. This required me to be very organized, punctual and
vigilant to fairly grade the interpreters’ performance. This gave me valuable insight into

performance evaluation.

Working closely with the interpreters, trainers, and HR team allowed me to understand
the amount of collaboration, cooperation and communication is required for an organization to
function properly. Each interaction has contributed significantly to my growth, whether it was
learning from the interpreters’ dedication, observing the trainers’ rigorous methods and engaging
in demanding training sessions, or coordinating with administrative teams to ensure smooth

flowing operations.

This internship not only broadened my professional skills but also reinforced my
commitment to using communication as a tool for social betterment. By engaging in diverse
tasks and responsibilities, I was able to connect my academic background in Communication for
Development with practical applications, preparing me for future roles in organizations that
prioritize human development and social impact, further aiding my pursuit of working for a

cause.



Expectations/Objectives

Prior to my internship at iCall International, 1 carried with me a set of expectations and

objectives that I hope will guide my learning journey. As I come from a background in

Communication for Development, I apprehend that this internship will provide me with practical

exposure to organizational communication and management in a professional environment. I
expect to gain extensive knowledge into how communication functions within a company to

carry out operations that specializes in online medical interpretation, and how it contributes to

both internal coordination, external client relations and society as a whole.

My objectives for this internship are as follows:

e Strengthen Professional Communication: I aim to refine my ability to communicate

effectively with clients, interpreters, trainers, team leads and so on. I want to ensure
clarity, empathy and professionalism when communicating and managing teams to carry
out daily operations and meet deadlines efficiently.

Develop Organizational and Leadership SKkills: I hope to gain experience in
management, coordination and professional interactions. Working as the team lead and
training department lead will allow me to build confidence in my leadership skills and
communication skills in my future journey.

Enhance Analytical and Technical Competence: By preparing monthly business
reports, creating presentations, and managing pre-assessments, I expect to improve my
analytical thinking, reporting, and technical presentation skills. These tasks require
efficient data collection and analysis which will help me apply my academic knowledge
of communication for development since it consists of collecting, analysing and
organizing data in a way which makes an impact.

Understand Team Collaboration: I look forward to working closely with the different
teams in this organization, such as the HR department, Training department, Team Leads
and so on. I look forward to learning how different teams interact with each other to
achieve certain organizational goals. Throughout the process I am eager to observe the
importance and role of communication in maintaining harmony and efficiency in an

organization.
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e Connect Theory with Practice: Most importantly, I intend to apply the principles of
Communication for Development in a practical setting. Ensuring that my work
contributes to serving a broader mission to serve people in accessing healthcare through

effective and impactful interpretation services.

Overall, I expect this internship to serve as a bridge between my academic learning and
professional practice. My goal is to emerge from this experience with stronger communication,
management, and leadership skills, preparing me for future roles in organizations that work for a

cause, prioritize societal development and serve vulnerable communities.
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Host Organization

iCall International is a global virtual call center and service provider specializing in
interpretation services. Headquartered in St. Petersburg, Florida, the company has built a
reputation for delivering high-quality, reliable, and cost-effective communication solutions to a
diverse client base. From small start-ups to multinational corporations, iCall International
supports organizations in overcoming language barriers and ensuring smooth communication in

culturally diverse settings.

Vision and Mission

The organization’s mission is to bridge communication gaps by providing professional
interpretation and translation services that empower individuals and institutions to connect
effectively. In particular, iCall International emphasizes the importance of communication in
critical fields such as healthcare, law, community and social services. By offering specialized
medical interpretation services, the company contributes to improving access to healthcare for
patients who face language challenges, ensuring that communication does not become a barrier

to accessing treatment.

Core Services

e Maedical Interpretation: Supporting hospitals, clinics, and healthcare providers by offering
accurate and timely interpretation between patients and medical staff.

o [ egal Interpretation: Assisting in legal proceedings, documentation, and consultations
where precise communication is essential.

e Translation and Localization: Helping businesses adapt their content for global audiences,
ensuring cultural sensitivity and accuracy.

e IT Professional Services: Providing technical support and expertise to ensure seamless
integration of communication platforms and tools.

e Business Process Outsourcing (BPO): Operating as a virtual call center, iCall
International offers scalable solutions for customer service and communication

management.

12



Commitment to Quality

iCall International places strong emphasis on attention to detail, professionalism, and
customer satisfaction. The company’s processes are designed to deliver consistent quality. By
combining human expertise with advanced technology, iCall International ensures that its

services remain efficient, impactful and adaptable to client needs.

Global Impact

By serving clients across industries, iCall International plays a vital role in promoting inclusivity
and accessibility. Its services ensure that limited English proficiency do not hinder access to
healthcare, community services and social services. In this way, the organization contributes to
broader goals of equity, empowerment, and inclusion, making it a meaningful host

organization for students seeking to apply communication skills for social betterment.

Organization’s Logo

i—-CALLINTERNATIONAL

Where Every Conversation Counts
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Key Tasks During the Internship

As an Intern, I was assigned to do the following tasks:

e Interpretation Team Lead Responsibilities:

o

o

o

Daily reporting from trainers, recruiters and QA (Quality Assurance)
Resolving interpreter requests, issues and concerns

Shadowing Globo and Equiti trainings

Conducting trainings, if there is need for backup or overflow of interpreters
Organizing and scheduling Globo training groups

Leading QA calls with interpreters

Communicating with the client through emails and meetings (MBR).
Pre-assessment calls with Equiti candidates

Creating a database of documents (pre-assessments, testing, etc.) for team
use

Reporting to the team, solving urgent requests and managing the

department

e Training Department Lead Responsibilities:

o

Communicating with recruiters regarding candidates, creating training
groups and zoom links.

Communicate with client regarding candidates, credentials, and LMS (after
approval from my supervisor, Ivona Nikolic)

Overall manage training department of both Equiti and Globo

14



Project/Task Details

Task 1: Daily reporting from trainers, recruiters and QA (Quality Assurance) and

resolving interpreter requests, issues and concerns

This consisted mainly of communicating with the interpreters, trainers, recruiters
and QA. Solving any requests, issues and concerns they might have had. Everyday when |
started my shift, I was required to check Slack and Teams to see if any interpreters had
messaged me regarding requesting leaves, shift changes and other issues such as early log
out or late login. In this situation, I had to take their requests and concerns and get it
solved by communicating with the appropriate or relevant department or getting their
requests approved. I was also required to send messages regarding important notices in
attendance groups to inform all interpreters regarding updates, changes, holidays, and
quality assurance instructions. Below are some screenshots of conversations I had with
interpreters regarding the issues and situations mentioned above.

Jaymith sitling - e 23
Chat v

= - = # Voyce Attendance Updates 7 Chat flles Photo: | Mectnow 3105 Q
. 1o be free by the time my shift starts but i am still stuck =

. hereKeeping you informed. = - e

04 August 20:03 o,

Thanks for letting me know

e L &

Yesterday 17:35
Jaymith sitling

Hello Muntaqua, i will not be able to login today.My
baby isnt keeping well since last night.Please excuse
me for today.

i 0 @&a o
Okay, thanks for letting me know, | hope
everything is well. Take care. (S

9 Put on selfcheck after coll endecd

Roporting

Hello Everyone Today is a working day for all inlerprelers unless insiructed othenwise. Please adhere fo your usual schedule.

Thankyou for your hard work and cooperation. Have a great day ahead!

Type a message

Jaymith- Informed me that she will not be VOYCE attendance group message blast-

able to work on this specific day and I This message was sent by me to inform the

informed HR regarding her issue and got her | group that even though it was a holiday in the

leave approved for that day. USA it was still a working day for interpreters
unless instructed otherwise.
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eT_ Evi Tryei Chat Files Photos m L 8

WIS L HOPETTOT T8 NEVING 8 GO Gay: | &M na
wi ternat connection. We have alorted the technicians and are
ase tell me if |

3 SOMe TouDie

wea m 50 | cannot join the zoom meeting yet.
should notify someane else.

3 June 2

It i alright! Please join as soon as you can and notify Chiris a< well

t read

5 lat you know that | just experienced a power outage. Will

the light are on. Will natify on Slack
as | can, Or please tell who can | notify on teams as | do not have access on
Stack. Thank you!

Please notify QA team. Aneeba and Antonela, as well as Fateen

Il

n (0 Omar Farhad Alif out fies i

LA 1

h my July payment sincethe portal showsa diffeent schedule than the one 'm following?

2.When can | expect the portal 1 reflect my correct schedule?

facing the same fssue, and their been resolved ether.

I eally appreciats any update regarding this

Lumuduhh'sh,w

2@ 9+ B

Evi- she experienced a power outage during
her shift and informed me. I directed her to
the appropriate people such as the QA team
and HR. Alongside, I informed the attendance
team and HR regarding her issue.

Omar- He had concerns regarding his
payment since his assigned shift was not
reflecting on his platform. I contacted the IT
team and asked them to look into his platform
to see what the issue was. Later on, I asked

him to follow his assigned shift and that his
shift will be updated on the platform in 5-6
days.

Additionally, I was responsible for asking for updates from trainers regarding their
trainees, attendance and so on. Everyday when training started I asked the trainers for a
list of trainees who were absent, list of trainees who still hadn’t received their credentials
and any other issues they might be facing. After collecting this information I had to report
to either IT or recruiters to inform them about the absentees and other technical issues that

the trainees were facing and bring forth prompt solutions.

Learning Experience: My learning from this task was that time is of the essence when
something unplanned happens and also for delivering tasks in a specific deadline. In all
these situations, it required me to be extremely efficient in managing the situation keeping
in mind the time constraints because it could cost someone their pay or leave a negative
impact on their adherence to schedules, and it would cost the company a negative
impression with the clients. I would like to have been more prompt in bringing them their
solutions and answers, because sometimes during these tasks, it would often take quite a

while to bring them their answers and provide them with solutions.
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Task 2: Shadowing Globo and Equiti trainings

I was assigned the task of shadowing and monitoring ongoing training sessions for
Equiti and Globo to make sure that the trainers and trainees are following the appropriate
protocols and code of conduct at all times. Additionally, I had to inform HR about the
trainees who were absent and ask them for the reasons for their absence. Once this was
done, I was to inform my supervisor.

Daily reporting from trainers (from Globo and Equiti) and recruiters regarding
absentees was also a part of my task. The trainers informed me who was absent and I
conveyed the message to the recruiter to gather the reasons for absence or leaving training
altogether.

Shadowing the training session also included being present in the meetings
whether it was on zoom or on teams. During shadowing I was not expected to do anything
other than observe the session, solve urgent issues if they arose and be present during the

session.

XD = i m 2008

Here, I am informing the recruiter about the Here, I am informing the recruiter about

candidates (for Equiti) who are absent and candidates (for Globo) who are absent and
asking for the reason to report to my asking for the reason for their absence to
supervisor. This is specifically from Equiti. report to my Supervisor.

Learning Experience: My learning from this task was to be more vigilant when
monitoring trainers and trainees. It was important that I provided constant feedback and
updates because the clients always question why an interpreter’s training adherence is low

or why they left the training. This taught me to pay attention to details and be more
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objective when monitoring. I wish to improve my consistency because on some days I did

forget to report to the recruiters which did not cause any major issues but it did make me

seem a bit inconsistent. In the future I plan on improving this area in my professional

endeavors.

Task 3: Conducting trainings, if there is need for backup or overflow of interpreters

As the lead of the training department, whenever there is an influx of candidates

for training, or if a trainer is on leave or unavailable; I am expected to provide backup by

conducting training for those specific waves. Each group of training consisted of 13-15

interpreters, from 9am EST to 5pm EST (two weeks, monday to friday) a total of 80 hours

of training. I got one hour breaks from 1pm EST to 2pm EST and then I had to resume

training until 5pm EST. I conducted via zoom and the platform we use is called ‘Talent

LMS’. It is crucial for trainers to keep track of hourly attendance for every trainee, use the

LMS to keep track of the trainees’ progress and whether they are in fact making progress

on the LMS, completing their assignments and passing their tests.

I trained the interpreters about call protocols, HIPAA guidelines, NCIHC standards

of practice and code of ethics, modes and modalities of interpretation, note taking

techniques, medical terminologies and familiarised them with the VOYCE platform.

= CGEEE) = i'mP=20006¢

The training wave of November 27th required
me to be a backup trainer. The training was
conducted via zoom. The material and content
of the training are taught using the LMS. Each
interpreter has access to their own LMS
account to go through the content and
complete assignments and tests as they
progress.

Above is an excel sheet which represents how
I was required to keep track of trainees and
their attendance. I took hourly attendance and
at the end of the day I summed up their
training hours. The sheet also consists of
information regarding who left the training
and the reason for it.
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Learning Experience: I believe that conducting training and communicating with people
from different parts of the world really helped me get over my fear of public speaking. It
made me more confident when it comes to speaking in public and delivering
presentations. I learned to be more articulate and clear when speaking. I learned cultural
competence as everyone shares their own experiences and stories which taught me about
many different cultures and practices. Another important aspect of training is patience, to
teach one must be patient and conducting training taught me to be patient and respect

others.

Task 4: Organizing and scheduling Globo training groups

Globo training department management was a major aspect of my internship. The
recruiters sent me training candidates and I was responsible for communicating with them,
creating groups on MS Teams and assigning trainers based on their availability, deciding
the timing of the training sessions as for Globo the training sessions are five days long and
two hours everyday. The structure is significantly different from Equiti since no LMS is
used and it is a more hands-on approach. I had the opportunity to conduct training for
Globo as well and I coached the interpreters on call protocols, HIPAA guidelines and
note-taking.

Additionally, pre-assessments are conducted for Globo training candidates and
their result decides whether they move forward to take the final assessment with the client
or not. I was responsible for conducting the pre-assessments or shadowing them and for
sharing the results with the recruiters. Then, the recruiters request the test for the

candidates who passed.
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Q Search

Search (i - D ica

£, zainab Naseer chat sharcd stonyine tvg Q@ -

4tz Maha, Shirinova 2 Chat files Photos IV Mectrow « %83 Q-

message @ e+ B

The recruiter sent me the name, language and
Teams ID of the training candidates.
Sometimes they asked the candidates to
message me and sometimes I had to
communicate with the candidates and assign
them their training group.

Oftentimes, the recruiters made groups on
teams with me and the new candidate and
asked me to add them to their designated
group for training. I was responsible for
sending the invitation link to the training

group.

0. press Gl 10 go gt t o chat or chanrel S 3

«1® Training Group 11/25 @1pm EST Z  Chat fies Ihotos

l begin from November 24th (Monday) from 1pm EST (via teams:
me if you have any further questions. Thank you!

T m—

10,50 that we can add to calendar Ty in advance

cuch & cavmeni@ - o0 x

@ Maha Guipar crat

od storine @ .8 Q@

After I created the groups and added all the
candidates, I sent a message which informed
the trainees about the date, timing and who
their assigned trainer was. I always
encouraged all the candidates to reach out to
me if they had any queries or concerns.

Once the training was completed, on the sixth
day the trainees took their pre-assessments.
They either passed, failed or were absent. The
results were recorded and sent to all the
recruiters who had sent candidates into
training.

Learning Experience: Managing multiple candidates, training groups and assigning

trainers enhanced my management skills. It taught me how to provide the required

information in due time with efficiency and in an organised manner.
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Task 5: Leading QA calls with interpreters

As the team lead, I was responsible for resolving QA (Quality Assurance) issues
and concerns. This involved taking rapid actions to address issues or concerns raised by
clients regarding any interpreter. I received emails from clients where they expressed
concerns about a specific interpreter. It was crucial for me to get on a call with that
interpreter without delay regarding the feedback received and sort out the issue that they
had or give them a refresher on how to handle the situation for their future interactions.
Once the call was complete and I had spoken to the interpreter, I responded to the client
stating that we had spoken with the interpreter and they have agreed to refrain from
making that same mistake again. After that, I used to send a request to the client to
reactivate the interpreters’ account and allow them back in the queue for receiving calls.
Although I was the one leading QA calls, I always kept one person from the QA
department to be present in the call.

Hello team!
Hello tzam!

The following inter preter will have to be temporarly removed from the queue due to camera presentation concerns, please referto my notes
he interpreter will have to be temporariy rom the queue due to camers presentation concerns, please refer to my notes for more details. Queues will be removed unti a new brand check photo s sent through ths email thread and itis approved to ensure he has
for more details, Queues will be removed until 3 new brand check photo is sent through this email thread and it is approved to ensure she has an appropiate workspace, thank you!

an approplate workspace. Please also cozch her on the professionalism area so t doesn't hapoen again, thank you

erez could you helpus remove the interpreter please?

s temindes, be aware that an interpretercould be permanently removed fr repeated camera presentation concernsinthe uture,

& Perer could you help us remove queues please?

This interpreter, Fowzia, was removed from This interpreter, Zubayer, was removed from
the queue because of poor camera the queue because of poor camera
presentation and lack of professionalism. The | presentation. The client added the areas he
client added notes on what was wrong and required improvement on. I scheduled a call
what they wanted improvement on. Upon with this interpreter as well and notified my
receiving this email I scheduled a call with supervisor.

this interpreter and informed my supervisor.




MR

MR

ea s+ >

This is the conference call I had with Zubayer,
Antonella and me, regarding his camera
presence. I added Antonella on call because
she is from the QA department and if she had
any feedback or advice of her own for this
interpreter she was free to let him know. I
spoke to him about improving his background
and using a company approved color
background and improving his lighting since
it was washing him out and looked very
unprofessional. I asked him to fix this issue
and send me a picture from the platform so |
can get it approved by the client and
reactivate his account. Clients are very
demanding when it comes to professional
camera presence, so it was crucial that we
maintain an interpreter base who follows the
guidelines.

This is the conference call I had with Fowzia,
Antonella and me, regarding her camera
presence and professionalism. Once again, |
added Antonella since she is from the QA
department and would be able to give helpful
feedback and advice. I spoke to her about her
background and camera presence, and asked
her to send me a new picture from the
platform using proper background so the
client can approve it and reactivate her
account so she can start working again.
Additionally, Antonella and I both gave her
some coaching on professionalism based on
the notes provided by the client. It is
extremely important to be professional when
answering calls and interpreters often lose
their credentials for the lack of
professionalism.

Learning Experience: This task helped me gain insight into how one should

communicate with people with respect, professionalism and acceptance even when the

issue might be grave. I learned that it is important to hear both sides of one story to gain a

better perspective and understand people better. Also, the words we use when speaking

holds immense importance. During these calls I always made sure to first acknowledge

the interpreters’ hard work and dedication and then I eased into discussing the complaint

in a polite manner. This taught me to be very considerate, patient and understanding when

dealing with people and this will not only help me in my professional life but also in my

personal life. I was acting as the mediator between the client and the interpreter in this

task and it required prompt action along with a polite and patient approach.
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Task 6: Communicating with the client through emails and meetings (MBR);

Reporting to the team, solving urgent requests and managing the department.

As the team lead, communicating with the client was very important. Reporting to
the team, solving any urgent requests from any department, and altogether managing the
departments were my responsibility. [ was in charge of sending emails to solve urgent
matters and reply to emails sent by the client immediately. It was important to make sure
that the client was not left waiting for too long for an update or reply so I had to do many
tasks under pressure because of the time constraint. Urgent requests arose from many

departments as per example, the QA department, trainers, interpreters, and so on.

Hello, Helo,

@ regarding the shifts of some interpreters. They are adhering to their correct shift, however,

1 hope this email finds you well. T am writing regarding Mohamed Tarek’s VIP credentials. Mohamed hasn't received his credentials yet
and the link he received is not working.

It would be ver S if th ipdated correctly on their platforms.

Below I have attached his email address: Below I hay

)
1125410
1111787

‘Schedule
09:00 - 17:00 (Mon to Fri)
08:00-09:30 & 10:00-16:30 (Mon to Fri)

tarek-amer@icallintemational.com

Please advise on how to proceed

1105706 05:00-09:30 10:00-13:30 (Mon to Fri)
Regards, 1105607
11797

Please let us ki

Q Regards,

Muntaqua Rana
Interpretation Trainer / Team Lead Q
i-Call Intemational

04:00-09:00 09:30-12:30 (Mon to Fii)
19:00 to 03:00 (Thur-Mon)

i~CALL INTERNATIONAL

Muntaqua Rana 1 (419) 419 4559
Interpretation Trainer / Team Lead

i-Call Intemational

I-CALL INTERNATIONAL

This is an example of an email I sent during
my internship to the client. An employee from
the QA department had not received their
credentials for the QA platform. The issue
was reported to me and I immediately sent an
email to the client regarding the issue.

This is another example of an email I sent to
the client. It is an issue regarding some
interpreters and their shifts. They were
adhering to their correct and assigned shift
however it was not reflecting on the VOYCE
platform. I sent an email after gathering the
names of the interpreters, their ID, their
language, and their schedules. I requested the
client to update the correct shift to avoid any
confusions which could lead to further
complications.

Along with communication via email, [ was also responsible for creating and

delivering monthly business reports. This consisted of collecting and organizing data in a

communicable format to present to the clients. I was in close contact with IT and HR for

collecting information such as headcount per language, attrition per language, growth

capacity, adherence to assigned schedule, productivity, minutes serviced by interpreters,
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QA review, training passing rate, training overview, highlights and lowlights of the
month. I presented the information and answered any questions the client had during the

meeting. Below I have attached the presentation I created and delivered.

Attrition P - Productivity
@ Attrition Per e o _ i ortne
’ Language for = o e
Monthly oo June 2025 I

N P | I >, | - e
Business

sssss

.....

Table of
Content

Mandarn ) 153

QA Overview

bty G
Monthe Assgradbous  Adharances
Hours) Month: June

Hugnugi

QA Summary

Training Passing Rate Lowlights

OOOOO

i-CALL INTERNATIONAL
Where tvery Convarsation Counts

I explained each slide with clear and concise reasoning, such as how many
interpreters we had for every language pair, how much our growth capacity was, how
much the adherence was of the interpreters; adherence is calculated using the number of
assigned hours and availability of the interpreters. Also, the productivity of the
interpreters which is calculated using their availability and minutes serviced and how it
can vary based on the call flow and other factors. How many minutes were serviced, the

QA overview (i.e. if QA sent any messages regarding areas for improvement, if the QA
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department had received any complaints or positive feedback and so on). Then, I
discussed the training overview, the passing rate and areas of improvement and future

goals. To conclude the presentation I spoke on the highlights and lowlights of the month.

Learning Experience: I learned from this experience the importance of keeping a calm
mind in emergency situations and to bring forth effective solutions by proper and
professional communication. When communicating in urgent situations it is important to
be clear, concise and quick. Additionally, I believe the monthly presentations and
communication with clients has immensely improved my communication skills and has
given my confidence a significant boost. I want to further enhance these skills and apply

them in the future.

Task 7: Pre-assessment calls with Equiti candidates

Conducting pre-assessments with Equiti candidates was also one of my many
tasks. Pre-assessments are the second part of the hiring process for interpreters, if they are
selected during their interviews they are scheduled to take the pre-assessment. Here, the
recruiters sent me candidates along with their scheduled time of pre-assessment, my role
here was to either conduct the pre-assessment myself or if I had one already scheduled at
that time then I was to pass it onto another trainer to conduct the pre-assessment.

I reached out to the candidate and called them for their pre-assessment at their
scheduled time. Then, the process of pre-assessment started. I introduced myself, then
confirmed their identity by asking them their name and language pair. I explained to them
the instructions and recorded their scores during the pre-assessment.

The process of pre-assessment was that I read out three medical scenarios and the
candidates had to repeat it back to me, first in english then again in their target language
(i.e. arabic, russian, mandarin, spanish, bengali, and so on). After the assessment was

complete, I sent the results to their respective recruiters.
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Here, the recruiter has sent me the name,
client, language and email address of the
interpreter. I sent a google meet link for the
interpreter via which I conducted their
pre-assessment. Once the pre-assessment was
completed I sent the recruiter the result. The
interpreter had satisfactory accuracy of
interpretation and portrayed professional
behaviour and also had shown that she had the
potential to improve further with training.

The recruiter sent me the name, client,
language and email address of the interpreter.
I conducted the pre-assessment and sent the
results. Although his interpretation was below
satisfactory he demonstrated good listening
skills which helped me make the decision to
let him pass this phase and receive training.

Learning experience: Conducting multiple pre-assessments helped me learn time

management skills and the importance of punctuality. It was crucial to perform the

assessments at the given time and send results within due time because it reflected upon

my professionalism. Also, I had the opportunity to communicate with people from

different countries and cultures and gained immense exposure to different languages,

which was quite interesting for me.
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Task 8: Creating a database of documents (pre-assessments, testing, etc.) for team
use

Leading a team requires a great deal of organisational skills and management skills
which I had to demonstrate on a daily basis. I had the responsibility of creating a database
of documents for team use such as for pre-assessments, general attendance, training and
so on. It required me to understand to a great extent the needs of the entire team such as
the recruitment team and training team. I created multiple excel spreadsheets in an
organised format that were used by many of my colleagues and department. I spoke to my
supervisor about what was needed, what information needed to be recorded, for what
purposes would the information be used, who was to have access to the information, and
so on. I was also in charge of overlooking and managing these databases of documents

and had to always make sure that everything was always up to date.

E Pre-assessmentsheet % & & 0 B G- ® share ~ 4 m

File Edit View Insert Format Data Tools Extensions Help

¢
>
L4
H

QA o e &% 5% ~|$ % O 0 123 Defaul. ~ —[10]+ B I Ev+t-BP-Ay oo B @Y B = ~

E206 v

11012025 13:30 Freshta Dari

.ome omissions, quick renditions, smooth flow during interpretation, has potentialto improve with training. She passed

) formal
10d (pen and paper/digital) pen and paper
1102025 12:45 Samira Turkish D)B

issions, quick rendiions, professional behaviour and attitude, has potential to improve with training. She passed

111012025 1:15 Ashireen Rowshini Mandarin

raining, this can be rectfied and made better.

111012025 14:30 Ava German

/as 90%, minimal omissions, however she struggled a lot when into German, it was not smooth and there was a lot of hesitation. English accuracy was good but not german

paper
2102025 10:30 Snenil Raj Korean

issions, smoot flow during interpretation, professional behaviour and atiitude. He passed

ZOP RPIEESCRPIEEOC BRI B 5590 5335552

rmaliSemi-formai)
n and paper/digital)

The pre-assessment sheet is shared with recruiters, trainers, and the QA department.
Pre-assessments were mainly conducted by me but when there was an overflow, it was
additionally conducted by other trainers and QA. I was responsible for the creation of the
pre-assessment sheet which consisted of a record of all the candidates for whom we tested.
This sheet included the date, the time, the name of the candidate, their language and their
results. During the pre-assessment I used this spreadsheet to record all the feedback and then
send it personally to their designated recruiters. This spreadsheet helped to keep the
recruitment process more organised and it could be accessed anytime by the people who had
access to this spreadsheet. It also helped keep track of all the candidates who passed and failed
the initial process.
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GLOBO traininglist # & &

File Edit View Insert Format Data Tools

Extensions  Help

GLOBO training list ¥ & &

File Edit View Insert Format Data Tools Extensions Help

Q o ¢ & F 0%~ $ % & Q23 Defu. v - (10]+ B I S\ 6cSF 0%~ $ %O 0 2 Defal.~ |- [10]+ B I = A 2@
E2 - -
A 8 c o A 8 0 E

1 Batch 9/3, 11am EST Batch 11/17 @10am EST

2 Name Language Client Pre-assessment (919) Name Language Client Pre-assessment (11/24)  Recruiter
3 Ozgen Kaybaki Turkish GLOBO PASS Kibra Konya Turkish GLOBO PASS Zainab

4 Melike Can Naci Turkish GLOBO PASS Mehtap Boran Turkish GLOBO PASS Zainab

5 Mohamed El Achref BOUNATIRO Turkish GLOBO PASS gz;‘;rsu\;zﬂlfs zf;zar::: E::ggg ZABEENT :/:::"

5 Mehmet Hanifi Alinsoy Turkish GLOBO FAIL Bi Trén Hai Long \/\etn:mese GLOBO PASS Ayna

7 Leonardo Luis Afonso Lopes Cape Verdean Creole  GLOBO PASS Hazel Yong Xin Tong Mandarin GLOBO PASS Maha

3 Marlene Carreia da Costa Almeida Cape Verdean Creole  GLOBO PASS Lai Ngoc Y Nhi Viethamese GLOBO FAIL Zainab

9 Nguyen Dang Ngoc Trang Vielnamese GLOBO ABSENT Alyna

10 Batch 9/8, 9am EST Lé Quy Duong Vietnamese GLOBO PASS Zainab

11 Name Language Client Pre-assessment (9/15) Hang La Vietnamese GLOBO ABSENT Zainab

2 Bang Su Karakelle Turkish GLOBO PASS Najat Ageed Yousif Turkish GLOBO PASS Zainab

13 Emre Gengol Turkish GLOBO PASS

14 Halaf TAKUS Turkish GLOBO PASS Batch 11/25 @1pm EST

5 Ruken Esen Turkish GLOBO PASS Name Language Client Pre-assessment () Recruiter
1 Zalal Eker Turkish GLOBO PASS Burak Abali Turkish GLOBO Zainab

7 Aseel Daras Turiish 6L0BO ABSENT Oznur Sonmez Turkish GLOBO Zainab

Edraina Celestin Hatian Creole GLOBO Maha

18 Omer Karatas Turkish GLOBO ABSENT Canberk Sahin Turkish GLOBO Daniya

19 Rida Ikizoglu Turkish GLOBO ABSENT Mert Kiraz Turkish GLOBO Neha

20 Mério Alderley Rocha Barros Gomes Cape Verdean Creole  GLOBO PASS 'Amani Brahmi Turkish GLOBO Zainab

a JEAN GUERBY BRUNO Hatian Creole GLOBO Maha

Above is a spreadsheet which was created by
me and was used to keep a track of all
GLOBO candidates. This includes the batch
(date and month of first day of training), their
names, language, client and the date of
pre-assessments along with the results. In the
first image above, I kept track of interpreters,
their language, client and their pre-assessment

Here, the spreadsheet looks a bit different
because [ was asked by my supervisor to keep
track of the recruiters of every candidate. That
way it would be easier to report to them if we
faced any issues with the candidates and if we
were unable to reach out to them.

1t.

date and result. It helped keep all this
information in one space in an organised
format and was available to those who needed

Learning experience: This task taught me to always keep information clear, concise and

organised and constantly updated if need be. It helped me implement my monitoring and

data collection skills. Initially, it was a bit difficult to format it in a way that would be easy

to understand however, throughout my journey I learnt how to do these tasks.
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Task 9: Communicating with recruiters regarding candidates, creating training

groups and zoom links.

Recruiters communicated with me and sent me a list of trainees for each wave. |
divided the trainees amongst the trainers and asked them to create zoom training links for
that particular wave. Once they provided me with the zoom links, I gave it to the
recruiters to send to the trainees along with other necessary information. It was important
for me to keep in mind that training groups should be assigned and zoom training links
should be delivered to the recruiters one week before the training begins, the deadlines

were a must to be met.

<y Trsining Department .
= al - :
== Gt Fanmi, vona, Mutaqua, Srah, Zarnab, You o can Q i

ARSINFORM

diyev@icalintemationslcom  ARSINFORM

trainees October 27th. P
link and send ft 1o me. Thank you! I

e

Above is a screenshot of conversation from Here, the recruiter has sent me a list of

the training department group. I have assigned | candidates for the new training wave and
a trainer for the candidates given to me and I | asked me for the zoom meeting link, along
am requesting for a zoom meeting link with the introductory session link.

creation from the trainer.

Learning Experience: I learned that it was necessary for me to be more organized
because I had to handle multiple training groups, trainers, trainees, and so on. Lack of
organization can lead to major complications and miscommunications among different

departments.

29




Task 10: Communicate with client, and HR regarding candidates, credentials, and

LMS (after approval from my supervisor, Ivona Nikolic)

At times when important information needed to be conveyed and updated, I was

responsible for making sure that everyone was in the loop and the concerned party was

informed and updated in due time for the necessary actions to be taken.

Missing Credentials

B bianca login issue.tmp (~137 KB) +

o protect your privacy remote resources have been blocked.

Muntaqua Rana 1(419) 419 4559

Interpretation Trainer / Team Lead
I-CALLINTERNATIONAL  i-Call Intemational

ble to complete the

" Attrition and Replacement

From muntaqua-rana@icallinternational. corr
To  Hr, Fateen Fatim

Cc  Zamab
Date 2025102411:26

2 Summary @ Headers = Plain text

To protect your privacy remote resources have been blocked

Hello,

Creole interpreter Clive Sebastien Jean-Mary.

I hope this

Clive Sebastien Jean-Mary is in attrition and we need a replacement backfill for him

Name D Language Schedule

Clive Sebastien Jean-Mary 1227443 Hatian Creole  13:00-19:00 (Mon-Fri)

Regards,

Muntaqua Rana 1(419) 419 4559
Interpretation Trainer / Team Lead uar
i-CALLINTERNATIONAL  i-Call Intemational

This is an example of an email I sent to the
client regarding issues with LMS credentials
of a candidate. When it came to sending
emails to clients I had to be very vigilant of
the way it was written and communicated
because it was important to be both
professional and polite.

This is an example of an email I sent to HR
regarding attritions. I was required to include
the name, language, ID and schedule of the
interpreter in attrition and request HR to fill
the slot by recruiting other interpreters. These
emails were very time sensitive because we
have a short period of time to fill up these
slots due to client demand.

Learning Experience: I learned from this experience the importance of responding to

situations in a timely manner. Some tasks have very limited time so, it is crucial to keep in

mind the time constraints and the deadline of the task to be delivered.
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Internship Outcome

My internship at i-Call International provided me with a platform for professional

and personal development. My role as Team Lead, Trainer and Training Department Lead

enabled me to apply the knowledge I gained in my academic life in practical and

professional environments while polishing my existing skills and acquiring new skills

which are crucial for my career advancements.

Leadership Skills: Working as a supervisor for certain teams and guiding trainees,
I enhanced my ability to inspire, motivate and guide individuals towards achieving
certain goals and effectively completing tasks. This experience immensely
enriched my confidence in prompt decision making and conflict management.
Organizational Skills: Managing training schedules, trainees, trainers,
coordinating between departments and ensuring smooth flow of operations
required effective planning and cautious prioritization. I developed the skill of
delivering tasks systematically and meeting deadlines efficiently.

Management SKkills: As the Team Lead and Training Department Lead, I was
learned to strategically monitor and oversee deliverables from the respective
departments. This role strengthened my managerial skills and provided me with
exposure to leadership practices.

Communication Skills: As a trainer, it was vital for me to possess and improve
my communication skills to valuably provide coaching while interacting with
diverse groups of people, this helped me to enrich my verbal and non-verbal
communication. I learned to alter my communication style to cater to different
audiences while ensuring clarity and engagement.

Teamwork and Collaboration: Working at i-Call International provided me the
opportunity to work closely with colleagues across multiple departments. This
taught me how to work in teams, be cooperative and adapt myself in different
situations.

Problem-Solving and Critical Thinking: Tending to different challenges that
arose across different departments allowed me to develop analytical skills and

create different approaches to overcome obstacles.
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Self Assessment Form

ULAB

UNIVERSITY OF LIBERAL ARTS
BANGLADESH

F-ASSESSMENT FORM MSJ043

The purpose of this survey is to obtain students input on how they think they have

performed.

Name of Intern: Muntaqua Zarifah Rana

University ID: 221012046

Name of the
Institute/Organization:

Corporate Office
Address:

E  info@icallinternational.com
m
a

i

i-Call International

i-Call International

7901 4th ST, N, STE 11540
St. Petersburg, FL 33702
usS

W www.icallinternati

e  onal.com

b
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http://www.icallinternational.com
http://www.icallinternational.com

1. During a typical week, approximately how many hours did you dedicate to

your internship?

40 hours

2. Was your internship paid? If yes, how much?

1,20,000

3. Was your site supervisor available to meet when needed? Tick any one of the

following. [INot at all [ISlightly [IModerately [1Quite a bit LI/ A great deal

4. Next, we would like to know how you were affected by your internship. Using
the scale below, please indicate the degree to which participation in your internship
experience increased or strengthened your abilities, attitudes, awareness or

understanding in each of the areas identified:

1=Not at all 2=Slightly 3=Moderately 4=Quite a bit 5=A great deal

CRITERIA (Personal) R
A
T
I
N
G
I have a sense of satisfaction in doing something 5
worthwhile.
I believe in my ability to make a difference. 4
I am open to new experiences. 5
I have gained the capacity to be more productive. 5
I can recognize my personal strengths. 5
I can recognize my personal weaknesses. 5
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I have a sense of personal achievement.

I have the ability to persevere in difficult tasks

CRITERIA (Social/Interpersonal Impact)

I demonstrate concern for the welfare of others

I can be understanding and appreciative of people with

diverse backgrounds

I have the ability to work cooperatively with others

12 I have the ability to communicate effectively 3 MSJ 043 (00) Pages 1 of 2

41

I have increased my ability to be a leader

I feel more connected to my community

CRITERIA (Academic learning impact)

I have acquired knowledge from the job duties I performed

I have broadened my critical thinking skills (reasoning,

problem solving)

I have learnt the ability to work independently
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I feel my classroom learning was enriched

I have the ability to connect academic subject matter to the

real world.

CRITERIA (EMPLOYMENT/JOB SPECIFIC IMPACT)

I developed specialised technical skills for a specific job

function

I broadened my future employment possibilities

I received an opportunity to explore a specific career

I developed realistic ideas about the work world

I narrowed my future possible career choices.

What is your average score from this test? 4.20
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5. General Comments

Through my internship journey I have learned valuable and important
capabilities about myself which I was not aware of. This internship always
pushed me out of my comfort zone and required me to address urgent
situations effectively which increased my ability to work under pressure.
Additionally, I had the exposure to many people with different backgrounds
and I learned how to work cooperatively with them. I learned to work
effectively in a team and also independently which I believe can help me in
my future careers. I look forward to implementing the skills I gained from

my internship in my future endeavors.

Signature of Intern

MSJ 043 (00) Pages 2 of 2
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Professional Competencies
During my internship at i-Call International, I acquired a wide range of
professional competencies that expand beyond concluding tasks and reflect my general
growth and development as a future professional. These competencies consist of
leadership, organizational management, communication, planning, monitoring,
adaptability and the ability to work in dynamic workplace environments.
e [eadership Skills
e Team Management
e Organizational and Planning Competence
e Communication and Presentation Competence
e Managerial and Strategic Competence
e C(Collaborative Competence
e Problem solving Competence
e Adaptability Competence
e Professionalism and Professional Development
e Decision Making Competence
e (ritical Thinking Competence
e Training Competence

e Analytical Competence

These competencies demonstrate my readiness for professional roles across
different workplace settings. This internship heightened my managerial and coaching
abilities as well as enriched my professionalism, collaboration, adaptability, and fruitfully
contributing to organizational success. The skill set I obtained from this internship will

support me by serving as a strong foundation for career and lifelong advancements.
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