Call Centre Leadership – Online Learning

Certificates III and IV in Telecommunications  (Call Centres)
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Using the Teacher's Guide

The Teacher's Guide aims to provide teachers and trainers with information and advice for obtaining maximum value from the Call Centre Leadership Toolbox.  

Where the term ‘teacher’ is used, it refers to both University and TAFE teachers and industry trainers.

The Teacher's Guide contains four main sections:

Section 1: - The Learning Concepts

This section contains:

· An introduction to the Toolbox and the learning resources available

· A list of the Certificate III and IV in Telecommunications (Call Centres) competencies which this Toolbox addresses

· An indication of how learners are assessed

· An overview of the support available to the learner

· A checklist to help you get started

Section 2: - The Key Result Areas/Development Projects

This section contains:

· A guide for each Key Result Area / Development Project.

It is suggested that you read through the relevant guide before facilitating a Development Project.

Section 3: - Customising the Toolbox

This section contains information regarding:

· File Structure

· Changing Text

· Changing Web Links

· Changing Tools

Section 4: - An Introduction to Online Learning

This section contains general information about delivering learning online, including:

· The role of the teacher

· The importance of feedback

· How to facilitate discussions and team work in an online environment

· The importance of individual learning styles

It is recommended that you read this section if you are unfamiliar with facilitating online learning.

Section 1: - The Learning Concepts

The Toolbox Concept
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According to the Australian National Training Authority (ANTA), “a toolbox is a collection of resources, suggested learning strategies and supporting materials to support online delivery of qualifications from recognised Training Packages”.

With this in mind, the Call Centre Leadership Toolbox contains eleven problem-based projects, called Development Projects, which encourage the learner to explore the tasks, resources and supporting materials contained within the Toolbox. The online environment also contains a virtual company and Intranet that the learner can use to assist with solving the problems.

A further learning strategy contained in this Toolbox is the Breakout Room, an online discussion group, which is used to facilitate discussions and provide information as required.

Certificates III and IV in Telecommunications (Call Centres)

The Call Centre Leadership Toolbox is comprised of eleven leadership competencies from the Certificates III and IV in Telecommunications (Call Centres), ICT98. For the purposes of this Toolbox, the competencies are called Key Result Areas (KRAs) as shown below: 

Competency Code
Competency
KRA
Nominal Hours

ICTTC227A
Manage personal work priorities and professional development
Personal Planning
30 - 40

ICTTC234A
Develop and maintain a safe workplace and environment
OH&S Management
30 - 40

ICTTC229A
Establish and manage effective relationships within the Call Centre team environment
Relationship Management
30 - 40

ICTTC230A
Lead, participate in and facilitate the activities of a Call Centre work team
Team Planning
35 - 45

ICTTC231A
Manage the operations of a Call Centre work team to achieve planned outcomes
Operational Planning
35 - 45

ICTTC228A
Provide leadership to a team of Call Centre operational staff in the achievement of business goals and objectives
Leadership Development
35 - 45

ICTTC237A
Contribute to the development of a learning environment culture within the Call Centre team environment
Learning Strategy
35 - 45

ICTTC233A
Lead a Call Centre team delivering quality customer service
Customer Service
35 - 45

ICTTC235A
Implement and monitor quality and continuous improvement systems and processes
Continuous Improvement
35 - 45

ICTTC236A
Facilitate and capitalise on change and innovation
Change Management
35 - 45

ICTTC232A
Manage information and information systems in a Call Centre team environment
Information Management
35 - 45

Target Audience

The target audience for this Toolbox are students who are completing the Certificates III & IV in Telecommunications (Call Centres).  The learners may be working within a Call Centre environment already or may be studying to join one.

Those learners currently working in a Call Centre may be experienced Call Centre Operators looking towards a Team Leader position or existing Team Leaders wishing to formalise their skills and abilities.

Prerequisites

The learners will need to be:

· Fluent in English

· Confident using a PC and accessing the Internet

Assessment

Each KRA addresses a unit of competency as shown in the table above. The Development Project for each KRA is assessable. Therefore, learners who successfully complete all of the Development Projects to a competent standard will be deemed competent. 

While successful completion of the Development Project is the only assessment required, in some circumstances you may wish to utilise other submissions if further evidence of competency is required. These could include:

· “Try This” Activities submitted to the Teacher and other online learners

· Participation in online discussions

· Construction of a Portfolio that contains work completed by the learner throughout the Toolbox

Toolbox Elements

The following diagram represents the contents of the Call Centre Leadership Toolbox. The contents can be categorised into three groups:

· B&B online( – the virtual company that is the basis of the Toolbox

· The Learning Resources – these are made up of the Development Project, Tasks, Content Resources, “Try This” Activities, Tools and Templates, Public Domain Websites and Further Internal Content

· Learner Support contains the Before You Begin, Quick Find, Site Map, Guided Tour, Breakout Room and Email
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B&B online(
B&B online( is a virtual company that has been established to ensure that all learners, whether working in a Call Centre environment or not, have the resources necessary to complete the activities supplied in the Toolbox and forms the basis of many of the tasks and activities.

B&B online( provides Bed & Breakfast accommodation packages and services to their clients.  A new team, B&B for Busy Bodies(, has been established to offer a specialised service to corporate clients travelling throughout Regional Australia.

The learner has been promoted to the Team Leader position for the new B&B for Busy Bodies( team as explained in the Position Background statement. As Team Leader, they are required to develop a team of six Call Centre Operators to achieve the company goals and objectives.  

B&B online( Intranet

To ensure the learner has all of the information they need, realistic company information is available by accessing the B&B online( Intranet.
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The Intranet can be accessed at all times via the B&B online button: 
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The B&B online Intranet Screen

The Intranet provides a range of information including:

· Company history and Mission, Vision and Value statements

· Organisational structure

· Position descriptions

· Key Performance Indicators (KPIs)

· Team member profiles

· OH&S information and records

· Statistical reports

· Human Resource forms and documents

· Customer feedback

Using B&B online(
Even though B&B online( was developed especially for those not currently working in a Call Centre environment, it can be used by all learners to practise completing a task prior to applying their knowledge and skills to the relevant industry resources available in their workplace.  

Alternatively, if the learner is working in a Call Centre, B&B online( scenarios and tools can be substituted with resources and case studies from the learner’s company, especially in the Development Projects.

Learning Resources

The learners will be presented with a range of learning resource materials that assist them to understand the problem and develop an appropriate solution.

Using the Learning Resources

While each of the eleven Key Result Areas (KRAs) and associated Development Projects and resources are individual units, they have many similarities in the way they are structured and therefore how they can be used.

The learner needs to firstly select a KRA from the virtual clipboard.  These do not need to be completed in the listed order.

Each KRA has:

· One assessable Development Project

· Several optional Tasks

· Content Resources that may contain:

· Links to external websites

· Links to other internal content resources

· Tools and Templates

· Optional “Try This” Activities

So the suggested learning process for each KRA is:

· Read the Development Project description

· Read one of the task descriptions

· Access the Content Resources for that task

· View the websites and/or complete the “Try This” Activities

· Complete the task

· Repeat the above process for each task

· Complete the Development Project* and email the completed work to you

*Note: By completing each of the tasks the learner may have met the requirements of the Development Project.  This will be made clear when the learner accesses each Development Project.

Preparation required by teacher

Before commencing, it is recommended that you:

· Explore each KRA

· Complete the Development Project and the associated activities for each KRA to examine and consider ways in which each task may be approached

· Check all links, especially those to external websites

Teaching according to Competency

Each KRA addresses a unit of competency as shown in the table in The Toolbox Concept part of this section.  If you would like to teach a single competency in this toolbox, it is recommended that you:

· Select the KRA that addresses the unit of competency you would like to teach

· Explore this KRA

· Complete the Development Project and the associated activities for this KRA to examine and consider ways in which each task may be approached

· Check all links for this KRA, especially those to external websites

Development Projects

An online Mentor advises the learner that they have identified eleven leadership areas, the Key Result Areas (KRAs) that require development.  Each of these eleven areas correlates directly with the eleven Development Projects that the learner completes.

The eleven key areas for development are:

· Personal Planning

· OH&S Management

· Relationship Management

· Team Planning

· Individual Planning

· Leadership Development

· Learning Strategy

· Customer Service

· Continuous Improvement

· Change Management

· Information Management
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Personal Planning Development Project Screen

When the learner selects a Key Result Area to develop, they are provided with a Development Project description. The Development Project is the only work that is assessable (unless you clearly state otherwise).  Upon completion of the Development Project the learner will be instructed to save their work and then email it to you.
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Each Development Project has an audio version of the B&B online( scenario.  To listen to the 

audio, the learner is asked to click on the listen button:

The Development Project encourages the learner to explore resources contained within the KRA through accessing the tasks.

Tasks

The tasks are optional activities that may help the learner complete the Development Project. (Note that some Development Projects can be completed by working through the associated Tasks).  When the learner selects a task to complete from the Development Project screen, they are provided with an outline of the task and links to a range of learning resource materials, including:

· Customised content resources

· Links to external resources

· Tools and templates

These learning resource materials assist the learner to complete the task.  Throughout the task, there are a number of optional “Try This” activities and online discussions that the learner may choose to complete. 

You may choose to ask the learners to complete some or all of these optional tasks for feedback purposes and to track progress. If you would like to view this work, you can:

· Ask the learner to save all of their work to disk and then email the work to you upon completion of the reinforcement activity or task.

· Direct the learner to save their work to disk, then send it to you once they have completed all the work required for a particular Development Project, or number of Development Projects.  

Content Resources

The Content Resources contain chunks of information that relate to the task. They may also contain links to external websites, other internal content resources and tools or templates that can be used for reference or to complete a “Try This” Activity.

“Try This” Activities

These Activities are found within the content resources and are optional and therefore not assessable. Learners may choose to complete some or all of these activities as they will assist with completing the task and, ultimately, the Development Project.
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Tools and Templates
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Tools or templates may be provided when the Activity, Task or Development Project requires the learner to use a standard plan, table or outline.  These are provided as a guide only and can be replaced by your own tools or templates if you have them.

Tools and templates are indicated by the tool button:

Public Domain Websites

Although these content resources are extensive they are by no means exhaustive, so a number of links to Public Domain Websites have been provided.

These links are indicated by:

If you would like to read more about XXXX, look at the following resource:

Link name

Note: Ensure learners reference any material they source from the Internet.

Learners are also encouraged to pursue their own research by conventional methods, such as visiting a library, referring to other reference materials or speaking to other learners or you, the Teacher.

Further Internal Content

Some content resources have a link to further internal content. Sometimes this content relates to more than one KRA and therefore the learner may see the same content more than once.

Portfolio

When the learner is instructed to save their work to disk, the term ‘Portfolio’ will be used.  Learners will be required to establish an individual directory, or Portfolio, for each Development Project prior to commencing the learning activities within the Toolbox.

The Portfolios can be used to:

· Save any work they undertake to complete a Development Project, Task or “Try This” Activity.

· Save any feedback received from other learners or from you.

· Save other resources or information located when researching a topic.

The complete Portfolio may be used as a component of the learner’s assessment.  This should be communicated to the learner prior to the commencement of the Toolbox.

You may need to assist learners to establish their Portfolios.

Learner Support

Throughout the Development Projects the learners will have access to a range of support facilities.

These support facilities include:

· Before You Begin

· Guided Tour

· Quick Find

· Site Map

· Email

· Breakout Room

Before You Begin

The Before You Begin component of the Toolbox introduces the learner to the online learning concept and the particular learning models employed in this Toolbox.  
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Before You Begin Screen

The first section of the Before You Begin, Learning Online, focuses upon how the environment is structured and how the learner can use the environment to maximise their learning experience. The second section, Using the Call Centre Leadership – Online Learning package, looks at the Toolbox and how it is used.

Guided Tour

The Guided Tour provides a visual walk through the environment and provides a site map so that the learner understands how the components of the environment fit together.  This enables the learners to understand the functions and the facilities available in the Toolbox. 
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Guided Tour Front Screen

Quick Find
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The Quick Find is a list of resources, including content resources and links to the web sites referred to in the content resources.  This ensures that all of the content within the Toolbox is available all of the time and, if required, can be accessed in a linear and ordered manner. The Quick Find is accessed using the Quick Find button: 

The resources are organised by KRAs as shown below. Under each KRA, the resources are grouped by task.
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Quick Find Index Screen

Site Map

The Site Map provides an indication of where you are within the Toolbox structure.
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It can be accessed using the Site Map button: 

Email

Email is used in the toolbox to enable learners to communicate with you and with fellow learners.

Email is also used as a means of support so that learners can work together and share ideas to reinforce the learning process.

Email is not accessed directly from the Toolbox therefore you will need to ensure that learners have access to email prior to working with the Toolbox.  

Breakout Room

Learners will be able to access an online discussion group from the Toolbox.  The discussion group function, called the Breakout Room, will be managed by you and will provide support and learning opportunities.  The Breakout Room may be used to post Development Project outputs, to conduct discussions or debates, to answer common questions and to broadcast additional information and resource directions.

The Breakout Room is accessed via the B&B online( Intranet.

Ask your IT department for more information on how to use your organisation’s online discussion facility.

Getting Started

Teacher’s Checklist

It is suggested that you complete the following tasks prior to the commencement of the Call Centre Leadership Toolbox and during the initial weeks of the program.

Task Description
Completed 

Organise an area of your institution’s online Bulletin Board facility for online discussions.  This area should include:

· The discussion topics for each problem.

· An information page which you can use to communicate with learners about administrative matters.


Write an initial email and forward it to your students.  Your email should include:

· An introduction and a picture of yourself.

· A description of your interests and background

· A request for the learners to create a similar email and return it to you.

· Your contact details, including details for contacting you during class time, during office hours and via email.

The learner’s email could contain their:

· Interests, social pursuits and background.

· Age, education history and geographical situation.


Divide the learners into pairs using the information contained in the learner’s introductory emails to assign partners.  

Ensure individual learning styles, previous online experience and personalities have been considered.


Notify learners of their online fellow learners and have them forward their initial email to their online fellow learner as a means of introduction.

Your notification should also inform learners that they will be working together and reviewing each other’s work throughout their work on this Toolbox.


Organise learner access to the discussion group.  Ensure learners are aware of the log in details they need to use to access the Bulletin Board.


Develop and distribute ground rules or a code of conduct with your learners to ensure team activities progress effectively.

Ensure the ground rules include reviewing peer work and giving feedback.  Make your expectations of the learners clear.


Regularly schedule and distribute times that you will be available online.


Section 2: - The Key Result Areas/Development Projects

The Call Centre Leadership Toolbox Resources

This section contains guides for facilitating each of the Call Centre Leadership Key Result Areas, including:

· Development Project overview

· Overview of the Tasks

· Learning resources 

· Overview of the “Try This” Activities

· A list of the Breakout Room Discussion Topics

· How the competency is addressed by the resources in the Key Result Area

It is recommended that you read the relevant guide and work through the online Development Project before facilitating a Call Centre Leadership Key Result Area.

Personal Planning

Construct a Personal Development Plan

This Development Project covers the competency:

ICTTC227A - Manage personal work priorities and professional development.

Development Project Overview

The Personal Planning Development Project requires the learner to think about their teams’ expectations of them as a leader.  Using this information the learner needs to construct a development plan outlining how they will obtain the required leadership skills and behaviours.

The learners will save the Development Project as: Surname_PP_temp.doc
In order to complete this Development Project, it is suggested that the learner complete the four tasks, namely:

· What is Leadership?

· Leadership Skills

· Setting Your Goals

· Achieving Your Goals

What is Leadership?

In the first task “What is Leadership?” the learner will gain an understanding of the behaviours displayed by effective Team Leaders and the different styles used by leaders. They will learn about their own personal leadership style by determining their Personality Profile and seeking feedback from their team members.

The learners will save this task as: Surname_PP_leadershipstatement_rep.doc
Leadership Skills

In the second task “Leadership Skills” the learner will gain an understanding of the techniques used to measure their competency in relation to the skills and behaviours needed to be an effective leader.  Learners will be expected to seek assessment from their customers and peers as well as assess themselves.

The learners will save this task as: Surname_PP_currentcompetency_rep.doc
Setting Your Goals

In the third task “Setting your Goals” the learner will gain an understanding of how to establish their development requirements in the form of a goal statement.  Learners will document their development needs to reflect desired actions and outcomes.

The learners will save this task as: Surname_PP_formalisegoals_rep.doc
Achieving Your Goals

In the fourth task “Achieving Your Goals” the learner will gain an understanding of the techniques they can use on a daily basis to assist them in achieving their development goals.  Learners will be able to analyse whether their development needs can be met through training or not and how they prefer to learn by establishing their learning style.

Learning Resources

The learner is provided with a number of learning resource materials that assist them to complete the Development Projects and activities.

The following table shows the resources that are available to assist learners to complete this Development Project.  At regular intervals some of the content, especially the web links, will need to be checked to ensure they are still working.

To complete the first task, the learner will have access to the following learning resources:

Learning Resource Material
Name of Resource
File Name

Content Chunk
Leadership Behaviours
pp_c01_frame.html

Internet Resource
Effective Workplace Communication? It's More Than Just Talk
http://everyone-at-work.com/newart1.htm

Internet Resource
Leadership styles and Problem Solving – de Bono’s Six Hats
http://www.deakin.edu.au/~spalm/srp70733.html

Tool/Template
Leadership Behaviours Questionnaire
Leadership Behaviours Questionnaire.doc

Content Chunk
Leadership Styles
pp_c02_frame.html

Internet Resource
Styles of Leadership
http://www.nwlink.com/~donclark/leader/leadstl.html

Internet Resource
Leadership Styles
http://www.ee.ed.ac.uk/~gerard/MENG/ME96/Documents/Styles/styles.html

Content Chunk
Your Personality Profile
pp_c03_frame.html

Internet Resource
Kiersey Temperament Sorter
http://www.advisorteam.com/user/kcs.asp

To complete the second task, the learner will have access to the following learning resources:

Learning Resource Material
Name of Resource
File Name

Content Chunk
Skills
pp_c13_frame.html

Content Chunk
Giving and Receiving Feedback
pp_c04_frame.html

Internet Resource
Giving and Receiving Feedback
http://www.shpm.com/articles/growth/feedback.html

Internet Resource
Guidelines for Giving Feedback
http://www.gmanet.com/research/resources/personnel.feedback.shtml

Internet Resource
Getting and Giving Feedback- Constructive Critique that’s more productive, less painful.
http://www.innovis.com/pages/ldrex_0900_02.html

Content Chunk
Self Assessment
pp_c08_frame.html

Internet Resource
Leadership Assessment (Self)
http://www.csun.edu/~hfdss003/supplements/ldrshpasmt.html

Internet Resource
Leadership Characteristics and Skills Survey
http://www.nwlink.com/~donclark/leader/survlead.html

Internet Resource
Leadership Self Assessment
http://www.nsba.org/sbot/toolkit/LeadSA.html

Internet Resource
Self-Assessment 
http://www.adm.uwaterloo.ca/infocecs/CRC/manual/personality.html

Tool/Template
Leadership Self Assessment Quiz
pp_st01.html

Content Chunk
Performance Feedback
pp_c16_frame.html

Content Chunk
Peer and Customer Assessment
pp_c15_frame.html


Questioning Techniques*
pp_c15a_frame.html

Tool/Template
Skills Survey
Skills Survey.doc

Tool/Template
Skills Interview
Skills Interview.doc

Content Chunk
Networking
pp_c18_frame.html

Internet Resource
Australian Teleservices Association
http://www.ata.asn.au/

Internet Resource
Australian Direct Telemarketing Association
http://www.adma.com.au/

Internet Resource 
Call Centre Management Association
http://www.ccma.asn.au

Internet Resource
International Networking Opportunities
http://www.mbn.com.au/pages/default.cfm?page_id=3612

Internet Resource
Networking for Profit
http://www.mbn.com.au/pages/default.cfm?page_id=3597

The learning resource ‘Peer and Customer Assessment’ contains a link to a secondary content chunk, titled Questioning Techniques.  The learner may access this content chunk more than once in the Call Centre Leadership Toolbox.

To complete the third task, the learner will have access to the following learning resources:

Learning Resource Material
Name of Resource
File Name

Content Chunk
Identifying Goals
pp_c05_frame.html

Internet Resource
Mind Tools
http://www.psychwww.com/mtsite/pggoalst.html

Internet Resource
Goals and Goal Setting
http://madgopes.com/goals.html

Content Chunk
Writing Goals
pp_c06_frame.html

Internet Resource
Setting Goals Effectively
http://www.mindtools.com/pggoalef.html

Internet Resource
Setting Goals
http://webnz.com/checkers/settinggoals2.html

Internet Resource
Smart Goal Setting Tip
http://www.innovis.com/pages/lefto_1_99.html

To complete the fourth task, the learner will have access to the following learning resources:

Learning Resource Material
Name of Resource
File Name

Content Chunk
Time management
pp_c09_frame.html

Internet Resource
Managing your time
http://www.csuchico.edu/sac/leaders/mantime.html

Internet Resource
Time Management Tips
http://www.gmu.edu/gmu/personal/time.html

Internet Resource
Time Management – Manage Yourself not your Time
http://www.tsuccess.dircon.co.uk/timemanagementtips.htm

Internet Resource 
Managing your Time Effectively
http://www.pvc.maricopa.edu/lac/guest/time.html

Tool/Template
Time Log template
Time Log.doc

Content Chunk
Plan Your Schedule
pp_c10_frame.html

Internet Resource
Prioritised to do lists
http://www.mindtools.com/prtodo.html

Internet Resource
Managing your Time Using Outlook
http://www.microsoft.com/education/?ID=OutlookTpreview

Content Chunk
Delegation
pp_c11_frame.html

Internet Resource
Effective Delegation
http://www.csus.edu/stac/resources/leadership/effective-delegation.html

Internet Resource
The Art of Delegation
http://www.ee.ed.ac.uk/~gerard/Management/art5.html

Content Chunk
Technology
pp_c12_frame.html

Tool/Template
Strategies for Using Technology table
Strategies for Using Technology.doc

Content Chunk
Is training the answer?
pp_c14_frame.html

Content Chunk
Learning Styles
pp_c17_frame.html

Internet Resource
DVC Online
http://www.metamath.com//lsweb/fourls.htm

Internet Resource
Learning Styles and Multiple Intelligence
http://www.ldpride.net/learningstyles.MI.htm

Internet Resource
Index of Learning Styles Questionnaire 
http://www2.ncsu.edu/unity/lockers/users/f/felder/public/ILSdir/ilsweb.html

Content Chunk
Action Planning
pp_c07_frame.html

Internet Resource
Recruitment and Staff Planning
http://www.curtin.edu.au/curtin/dept/hr/recruit/rocs/apguidelines.html

Internet Resource
Writing a Career Action Plan
http://careerplanning.about.com/library/weekly/aa040501a.htm?rnk=r6&terms=personal+action+plan

These learning resource materials relate directly to the endorsed competencies for the Certificate III and IV in Telecommunications (Call Centres).
Overview of the “Try This” Activities

Task One - What is Leadership?

Resource
Activity
What learners will submit

Leadership Behaviours
Complete a leadership feedback questionnaire and construct ten questions regarding leadership behaviours.

The learner will collate and analyse the feedback and construct a summary of the leadership areas they need development in.
Learners will save their summary to their Personal Planning Portfolio and email a copy to you for feedback.

Learners will save their work as: Surname_PP_leadershipquestionnaire_temp.doc

Your Personality Profile
Complete the Keirsey Temperament Sorter online to receive their personality profile
See Below


Discussion Group Task, Personality Profiles, in the Breakout Room
Learners will discuss, with their peers, how their understanding of their personality profile can improve their leadership style.

Task Two – Leadership Skills

Resource
Task
What learners will submit

Giving and Receiving Feedback
Based on a B&B for Busy Bodies( scenario, learners need to determine what feedback to give to team members and the method of delivery.
Learners will save their work to the Personal Planning Portfolio and email to a fellow learner for feedback.

Learners will save their work as: Surname_PP_givingfeedback_rep.doc

Self Assessment
Learner accesses and completes the Leadership Self Assessment Quiz.
Learners will email you to discuss their scores and whether the interpretation of their score confirms or contradicts their understanding fo their skill levels.

Peer and Customer Assessment
Learners are to develop a tool to use to gain peer or customer assessment about their performance.

They then Distribute the feedback tools to a selection of peer and/or customers and collate responses
No submission

Learners will save their work as: Surname_PP_skillssurvey_temp.doc or Surname_PP_skillsinterview_temp.doc 

Networking
Learners will establish their own professional association with their other learners
See Below


Discussion Group Task, Professional Associations, in the Breakout Room
Learners need to think about and research relevant professional associations and networks.





Task Three – Setting Your Goals

Resource
Task
What learners will submit

Writing Goals
Construct an example goal statement 
Learners will email their completed goal statement to their Mentor for feedback.

Learners will save their work as: Surname_PP_goalstatement_rep.doc





Task Four – Achieving Your Goals

Resource
Task
What learners will submit

Time Management
Learners will list all of the tasks, including interruptions, that they undertake and how long each task takes to complete for a period of one week
Learners will save their work to the Personal Planning Portfolio for later use.

Learners will save their work as: Surname_PP_timelog_temp.doc

Plan Your Schedule
Choose a planning tool, whether it be a To Do List, Diary or Online Planner and implement a daily, weekly and monthly plan
No submission

Delegation
Learners will look at the tasks listed in the Time Log and consider delegating some of the tasks  to an appropriate person.

They then write the initials of the relevant team member beside the task on the Time Log
Learners will save their work to the Personal Planning Portfolio for later use.

Learners will resave their work as: Surname_PP_timelog01_temp.doc

Technology
The learner will need to identify the tasks within the Time Log that can be completed in less time and with greater ease by utilising technology.

The learner will construct strategy statements to implement technology to improve performance using the Strategies for Using Technology template.
Learners will save their Time Log and their Strategies for Using Technology documents to their Personal Planning Portfolio and email them to their Mentor for feedback.

Learners will re-save their work as: Surname_PP_timelog_temp02.doc and Surname_PP_technology_temp.doc 

Learning Styles
The learner will access and complete the Index of Learning Styles Questionnaire.

Then they are asked to think about a course or learning activity that they have experienced where the method of delivery did or did not suit their learning style.
No submission

Learners will save their work as: Surname_PP_learningstyles_rep.doc 



Breakout Room Discussion Topics

Topic
Subjects and Scenarios presented for discussion.

Development Activities
Learners will brainstorm ideas for learning activities and work practices that will assist them in achieving their development.

Personality Profile
Learners will post their thoughts about how understanding their personality profile can help them be better Team Leaders.

Professional Associations
Learner will post the name of Professional Associations they are a member of or are aware of as well as the benefits of being a member of Professional Associations.

Development Activities
Learners will brainstorm ideas for learning activities and work practices that will assist them in achieving their development.

Personal Planning – Competency

ICTTC227A – Manage personal work priorities and professional development

Development Project Overview
Elements Addressed
Performance Criteria Addressed

1. What is Leadership?
Manage Self
Personal qualities and performance serves as a role model in the workplace.

2. Determine your Current Competency as a Leader.
Manage Self
Personal qualities and performance serves as a role model in the workplace

Consistent personal performance is maintained in varying work conditions and work contexts.


Develop and Maintain Professional Competency
Personal knowledge and skills are assessed against competency standards to determine needs and priorities.

Feedback from clients and colleagues is used to identify and develop ways to improve competence.

Participation in professional networks and associations enhances personal knowledge, skills and relationships.

3. Formalise what is to be Achieved.
Manage Self
Personal goals and plans reflect organisation’s plans and personal role, responsibilities and accountabilities.

4. Determine how development is to be Achieved.
Manage Self
Action is taken to achieve and extend personal goals beyond those planned.


Set and Meet Own Work Priorities
Competing demands are prioritised to achieve personal, team and organisation goals and objectives.

Technology is used efficiently and effectively to manage work priorities and commitments.


Develop and Maintain Professional Competency
Personal knowledge and skills are assessed against competency standards to determine needs and priorities.

Feedback from clients and colleagues is used to identify and develop ways to improve competence.

Management development opportunities suitable to personal learning style(s) are selected and used to develop competence.

New skills are identified and developed to achieve and maintain a competitive edge.

OH&S Management

Develop an Occupational Health and Safety Plan

This Development Project covers the competency:

ICTTC234A - Develop and maintain a safe workplace.

Development Project Overview

The OH&S Management Development Project requires the learner to develop an OH&S plan to be implemented during renovations at B&B online(.

The learners will save the Development Project as: Surname_OHS_plan.doc
In order to complete this Development Project, it is suggested that the learner complete the four tasks, namely:

· Collate and Use Resources to Identify OH&S Responsibilities

· Conduct a Risk Assessment

· Plan and Implement Safe Work Practices

· Discuss Methods to Ensure Safety is Maintained

Identify OH&S Responsibilities

In the first task, “Identify OH&S Responsibilities”, the learner will consider the cost of OH&S in the workplace before collecting information about it.  Using the resources collected, the learner will then identify the relevant information, including the OH&S responsibilities of a Team Leader and team members, and communicate these responsibilities to the team.

The learners will save this task as: Surname_OHS_TLresponsibilities_rep.doc
Conduct a Risk Assessment

In the second task “Conduct a Risk Assessment”, the learner will identify any potential or actual problems or hazards. He or she will also explore ways to manage waste, as it may be hazardous and then change work practices to reduce or minimise the identified hazards.

The learners will save this task as: Surname_OHS_riskassessment_rep.doc
Plan and Implement Safe Work Practices

In the third task “Plan and Implement Safe Work Practices”, the learner will plan an OH&S training strategy for a new team member who will be joining the team. The planning will be done in consultation with the existing team and using coaching and mentoring skills. Once the work practices to be included in the training have been identified, ideas are explored on how they might be ‘taught’ to the new employee.

The learners will save this task as: Surname_OHS_training_rep.doc
Ensure Workplace Safety is Maintained

In the fourth task “Ensure Workplace Safety is Maintained”, the learner will discuss how communication requirements, the maintenance of documentation, reporting of incidents and other methods can help to maintain safety in the work place. Non-conformance of OH&S legislation is also discussed

The learners will send you an email called: Maintaining Workplace Safety.

Learning Resources

The learner is provided with a number of learning resource materials that assist them to complete the Development Projects and activities.

The following table shows the resources that are available to assist learners to complete this Development Project.  At regular intervals some of the content, especially the web links, will need to be checked to ensure they are still working:

To complete the first task, the learner will have access to the following learning resources:

Learning Resource Material
Name of Resource
File Name

Content Chunk
Effects of an Unsafe Workplace
om_c04_frame.html

Tool/Template
Illness at Work Strategy
Illness at work strategy.doc

Content Chunk
Location of OH&S Information
om_c01_frame.html

Internet Resource
Victoria - Workcover
http://www.workcover.vic.gov.au

Internet Resource
NSW - Workcover
http://www.workcover.nsw.gov.au

Internet Resource
Queensland – Workplace Health and Safety
http://www.whs.qld.gov.au/index.htm

Internet Resource
Tasmania – Workplace Standards
http://www.wsa.tas.gov.au

Internet Resource
South Australia – Workcover Corporation
http://www.workcover.com

Internet Resource
Western Australia - Worksafe
http://www1.safetyline.wa.gov.au

Internet Resource
Northern Territory – Work Health and Electrical Safety
http://www.nt.gov.au/wha

Internet Resource
ACT - Workcover
http://www.workcover.act.gov.au

Internet Resource
Call Centre Management Association
http://www.ccma.asn.au/

Internet Resource
Call Center Library
http://www.mapnp.org/library/customer/cll_cntr.htm

Internet Resource
Call Centre net
http://www.callcentres.net/

Internet Resource
Asia Pacific Call Centre News
http://www.apccn.com/webx?98@@index.html

Internet Resource
ACTU Call Central
http://www.vtown.com.au/vunions/callcentral/

Content Chunk
Relevance to Customer Contact Centres
om_c02_frame.html

Tool/Template
Safe Work Practices
om_c02_list.html and om_c02_list2.html

Content Chunk
OH&S is Everyone’s Responsibility
om_c03_frame.html

Tool/Template
OH&S Responsibilities
om_c03_list.html

Internet Resource
Guide to the Occupational Health and Safety Act
http://www.workcover.vic.gov.au/vwa/publica.nsf/InterPubDocsA/6B281D182C8005674A25675A0002CD22/$File/Guidetoact_7edition.pdf

Content Chunk
Communicating OH&S Information
om_c05_frame.html

To complete the second task, the learner will have access to the following learning resources:

Learning Resource Material
Name of Resource
File Name

Content Chunk
Identifying OH&S Problems
om_c09_frame.html

Internet Resource
Checklist for Office Safety
https://sbms.pnl.gov/standard/0v/0v01e010.htm

Tool/Template
Problem Identification Form
Problem Identification Form.doc

Content Chunk
Managing Hazards
om_c10_frame.html

Tool/Template
Managing Photocopier Hazards
Managing Photocopier Hazards.doc

Content Chunk
Managing Waste
om_c11_frame.html

Internet Resource
Waste Saver Case Studies – Commercial Office
http://www.northwaste.nsw.gov.au/pdf/office_case_study2.pdf

Tool/Template
Recycling Action Plan
Recycling Action Plan.doc

Content Chunk
Improving Work Practices
om_c12_frame.html

To complete the third task, the learner will access the following learning resources:

Learning Resource Material
Name of Resource
File Name

Content Chunk
Ensuring OH&S Compliance through Team Planning
om_c06_frame.html

Content Chunk
Coaching and Mentoring OH&S Practices
om_c08_frame.html


Coaching and Mentoring*
om_c08a.html

Tool/Template
Team Observation Checklist
Observation checklist.doc

Content Chunk
Implementing Safe Work Practices
om_c07_frame.html

Internet Resource
Sitting Principles
http://www.easyposture.com/SittingPrinciples.htm

Tool/Template
Correct Workstation Posture
Workstation posture.doc

Internet Resource
Computer Related RSI – Stretches
http://www.engr.unl.edu/ee/eeshop/rsi.html

Internet Resource
Take a Break and Stretch: Desk Stretch Poster
http://www.shelterpub.com/_fitness/_desk_stretches/stretches_graphic.html

Internet Resource
Office Ergonomics Quiz
http://www.dehs.umn.edu/ergo/office/ergoquiz.html

*The learning resource “Coaching and Mentoring OH&S Practices” contains a link to a secondary content chunk titled “Coaching and Mentoring”. The learner may access this content chunk more than once in the Call Centre Leadership Toolbox.

To complete the fourth task, the learner will access the following learning resources:

Learning Resource Material
Name of Resource
File Name

Content Chunk
Keeping Your Team Informed
om_c13_frame.html

Content Chunk
Maintaining OH&S Information
om_c14_frame.html

Content Chunk
Reporting Incidents
om_c15_frame.html

Tool/Template
Incident Report Form
Incident Report Form.doc

Content Chunk
Maintaining Safety
om_c16_frame.html

Content Chunk
Dealing with Non-Conformance of OH&S Policies
om_c17_frame.html

These learning resource materials relate directly to the endorsed competencies for the Certificate III and IV in Telecommunications (Call Centres).

Overview of the “Try This” Activities

Task One - Identify OH&S Responsibilities

Resource
Task
What learners will submit

Effects of an Unsafe Workplace
Discussion Group Task in Breakout Room: Effects of an Unsafe Workplace
Learners will read an OH&S scenario and discuss how the effects of the incident could have been reduced.


Learner considers the implications of an ill person at work then develops a strategy for dealing with such an occurrence.
Learners will save their work to their OH&S Portfolio and email to a fellow learner for feedback.

Learners will save their work as: Surname_OHS_effects.doc

Locating OH&S Information
Collate OH&S information through state government websites, call centre industry websites and other sources
No submission

The Relevance of OH&S Legislation
Refer to collated information before completing the Safe Work Practices checklist of health and safety issue that need to be considered at work.
No submission

OH&S is Everyone’s Responsibility
Refer to collated information before completing a quiz on OH&S Responsibilities
No submission

Communicate OH&S Information
Create a poster, handout or memo reminding the team of their OH&S responsibilities.
No submission

Learners will save their work as: Surname_OHS_communication_poster.doc

Task Two - Conduct a Risk Assessment

Resource
Task
What learners will submit

Identifying OH&S Problems
Complete a Problem Identification form reporting a problem with the photocopier
No submission

Learners will save their work as: Surname_OHS_problem_form.doc

Managing Hazards
Complete the Managing Photocopier Hazards table with preventative measures that can reduce the potential hazards of using a photocopier
Learners will save their work to their OH&S Portfolio and email a copy to you for feedback.

Learners will save their work as: Surname_OHS_managing_hazards.doc

Managing Waste
Access and read waste management case studies.

Identify a recycling and waste reduction schemes. Develop an Action Plan detailing how the scheme will be implemented and communicated to the team.
Learners will save their work to their OH&S Portfolio and email a copy to you for feedback.

Learners will save their work as: Surname_OHS_waste_rep.doc

Improving Work Practices
Discussion Group Task in Breakout Room: Improving Work Practices
Learners will discuss ways to improve OH&S work practices


Learner reads scenario then sends you an email suggesting all staff receive training in the correct use of the photocopier.
Learner will email their suggestion to you for feedback.

Email: Improving Work Practices

Task Three - Plan and Implement Safe Work Practices

Resource
Task
What learners will submit

Ensuring OH&S Compliance Through Team Planning
Decide on a strategy to gain commitment from team to comply with OH&S policies.
Learner will email the strategy to you, explaining why that strategy was chosen

Email: Compliance with OH&S Policies

Coaching and Mentoring OH&S Practices
Learner must ask a team member of family or friend to demonstrate or describe all points on the observation checklist
Learners will save a soft copy of checklist their OH&S Portfolio and email the copy to you for feedback

Learners will save their work as: Surname_OHS_observation_list.doc

Implementing Safe Work Practices
Check the contents of a first aid kit and find out the replenishment procedure or suggest a replenishment procedure.
Learners will save their work to their OH&S Portfolio

Learners will save their work as: Surname_OHS_firstaid_rep.doc 


Access and view two ergonomic workstation websites

Access the Correct Workstation Posture diagram and, using it as a basis, add additional information to create a handout for the team
Learners will save their work to their OH&S Portfolio

Learners will save their work as: Surname_OHS_workstation_rep.doc


Access and perform some desk stretches

Access a Desk Stretch poster
Learners will save the Desk Stretch poster to their OH&S Portfolio


Access and complete the Office Ergonomics Quiz
No submission

All other work for this content chunk will be emailed to you for feedback.

Task Four - Ensure Workplace Safety is Maintained

Resource
Task
What learners will submit

Keeping Your Team Informed
Create a poster outlining the ‘Do’s and ‘Don’ts’ of using a photocopier.
No submission

Learners will save their work as: Surname_OHS_photocopier_notice.doc

Maintaining OH&S Information
Obtain OH&S information from OH&S representative
No submission

Reporting Incidents
Learner reads scenario and reports an incident
Learners will save their work to their OH&S Portfolio and email a copy to you for feedback.

Learners will save their work as: Surname_OHS_incident_form.doc

Maintaining Safety
Discussion Group Task in Breakout Room: Maintaining Safety
Learners will discuss OH&S training requirements.

Breakout Room Discussion Topics

Topic
Subjects and Scenarios presented for discussion.

Effects of an Unsafe Workplace
Learners will read an OH&S scenario and discuss how the effects of the incident could have been reduced.

Improving Work Practices
Learners will discuss ways to improve OH&S work practices.

Maintaining Safety
Learners will discuss OH&S training requirements

OH&S Management – Competency

ICTTC234A– Develop and maintain a safe workplace environment

Development Project Overview
Elements Addressed
Performance Criteria Addressed

1. Collate and Use Resources to Identify OH&S Responsibilities
Access and share legislation, codes and enterprise policy
Legislation, standards and organisational policies and practices relevant to the creation and maintenance of a safe workplace and environment are made available to team members

Team members know their legal responsibility for maintaining a safe workplace and environment

Implications of an unsafe or discriminatory work environment are understood by all team members

Arrangements are made to provide information in language style and format which is understood by all team members

2. Conduct a Risk Assessment
Monitor, adjust and report safety performance
Potential and actual problems are identified, rectified and reported promptly and decisively to ensure workplace and environmental safety

Hazards are managed so that their presence is minimised

Waste recycling, reduction and disposal is carried out within legislative and enterprise agreements

Recommendations to make improvements to comply with legislation and standards are submitted to management

3. Plan and Implement Safe Work Practices
Plan and implement safety requirements
Work practices are planned with team members to ensure compliance with workplace and environmental legislation and standards

Work practices are implemented in accordance with requirements specified in legislation and standards for safe workplaces and environments

Coaching, mentoring supports team members in managing their rights and responsibilities

4. Discuss Methods to Ensure Safety is Maintained
Monitor, adjust and report safety performance
Team members are informed of the results of improvements in the workplace


Investigate and report non-conformance
Accidents and incidents are investigated and dealt with in accordance with an enterprise policy

Coaching and mentoring support is provided to ensure team members develop competencies to prevent recurrence of accidents and incidents

Workplace practices are implemented to ensure that non-conformance is not repeated

Relationship Management

Construct a Report Investigating Staff Turnover

This Development Project covers the competency:

ICTTC229A - Establish and manage effective relationships within the call centre team environment.

Development Project Overview

The Relationship Management Development Project requires the learner to write a report investigating the reasons for staff turnover and strategies to reduce future staff turnover rates.

The learners will save the Development Project as: Surname_RM_rep.doc
In order to complete this Development Project, it is suggested that the learner complete the five tasks, namely:

· Investigate high Staff Turnover

· Gather Supporting Evidence

· Build Trust and Confidence

· Build Effective Working Relationships

· Manage Difficulties

Investigate High Staff Turnover

In the first task “Investigate High Staff Turnover” the learner will gain an understanding of the techniques they can utilise and the skills they require to investigate the reasons for staff turnover.  Specifically, the learner will be required to develop survey or interview questions and conduct a survey or interview with someone who has recently left their job.

The learners will save this task as: Surname_RM_exitoutline_rep.doc
Gather Supporting Evidence

In the second task “Gather Supporting Evidence” the learner will gain an understanding of the information resources available within the workplace that can assist them with determining why staff turnover is high.  The learner will develop an Information Resources list that covers the resources available and the information they contain.

The learners will save this task as: Surname_RM_informresources_rep.doc
Build Trust and Confidence

In the third task “Build Trust and Confidence” the learner will gain an understanding of what it means to have trust and confidence in the workplace and how trust can be established.  The learner will develop strategies to build trust and confidence within their team and with their customers.

The learners will save this task as: Surname_RM_trustandconfidence_temp.doc and Surname_RM_trustandconfidence_rep01.doc OR Surname_RM_customertrust_temp.doc and Surname_RM_customertrust_rep02.doc
Build Effective Relationships

In the fourth task “Build Effective Relationships” the learner will gain an understanding of the techniques used to build and maintain effective relationships in the workplace.  The learner will investigate their work relationships and determine the effectiveness of existing relationships and the potential of building others.  The learner will then develop strategies for establishing and/or maintaining these relationships.

The learners will save this task as: Surname_RM_relationshipmanagement_temp.doc and Surname_RM_relationshipmanagement_temp02.doc
Manage Difficulties

In the fifth task “Manage Difficulties” the learner will gain an understanding of the conflict, problem solving techniques and negotiation processes they can use in the workplace.  Working with a B&B for Busy Bodies( scenario, the learner will determine the problem, the cause, team impacts, suggested solutions and evaluation processes to assist in the resolution or this workplace issue.

The learners will save this task as: Surname_RM_managedifficulties_rep.doc
Learning Resources

The learner is provided with a number of learning resource materials that assist them to complete the Development Projects and activities.

The following table shows the resources that are available to assist learners to complete this Development Project.  At regular intervals some of the content, especially the web links, will need to be checked to ensure they are still working:

To complete the first task, the learner will have access to the following learning resources:

Learning Resource Material
Name of Resource
File Name

Content Chunk
Communication
rm_c04_frame.html

Internet Resource
Do You Get Your Message Across
http://www.queendom.com/communic.html

Content Chunk
Communication Styles
rm_c05_frame.html

Internet Resource
Taking the PSI
http://www.crgleader.com/psihelp.htm

Content Chunk
External Impacts on Communication
rm_c08_frame.html

Internet Resource
Communicating Across Cultures – First Paper
http://pertinent.com/pertinfo/business/yaticom.html

Internet Resource
Communicating Across Cultures – Second Paper
http://pertinent.com/pertinfo/business/yaticom1.html

Internet Resource
Sydney University of Technology – Equal Opportunity Rights and Responsibilities
http://www.uts.edu.au/div/eounit/unit/eorights.html#utseo

Internet Resource
Sydney University of Technology – Language Matters, Guidelines for the Use of Non Discriminatory Language at UTS
http://www.uts.edu.au/div/eounit/resources/language.html

Content Chunk
Questioning Techniques
rm_c07_frame.html

Internet Resource
Effective Questioning Techniques
http://www.rcmp-learning.org/iim/ecdi0072.htm#effective

Content Chunk
Listening
rm_c06_frame.html

Internet Resource
Listening Techniques
http://www.consultskills.com/listtech.htm

Internet Resource
Effective Listening 
http://www.csbsju.edu/academicadvising/help/eff-list.html

Internet Resource
Levels of Listening Self Assessment
http://www.consultskills.com/listasse.htm

To complete the second task, the learner will have access to the following learning resources:

Learning Resource Material
Name of Resource
File Name

Content Chunk
Information Resources
rm_c01_frame.html

Internet Resource
CC: Manager – The People Magazine for Call Centre Professional
http://www.ccmanager.com/

Internet Resource
Call Centre News
http://www.callcentrenews.com.au/

Internet Resource
Call Voice
http://www.callvoice.com

Content Chunk
Information Types
rm_c02_frame.html

Content Chunk
Storing Information
rm_c03_frame.html

Internet Resource
Filing Systems – A Fours Step Formula that Really Works
http://www.womensmedia.com/organize-filing-systems.htm

To complete the third task, the learner will access the following learning resources:

Learning Resource Material
Name of Resource
File Name

Content Chunk
Team Values
rm_c10_frame.html

Content Chunk
Standards
rm_c11_frame.html

Internet Resource
Defining and Communicating Ethics in Your Business
http://www.innovis.com/pages/ldrex_0600_02.html

Content Chunk
Building and Maintaining Trust
rm_c12_frme.html

Internet Resource
How to Build Trust
http://www.mcn.org/A/LC/trust2.html

Internet Resource
A Paper on Trust
http://hamp.hampshire.edu/~AWAKE/papers/891957223.html

Content Chunk
Reviewing Work Practices
rm_c13_frame.html

Tool/Template
Improvement Plan
Process Improvement Plan.doc

To complete the fourth task, the learner will access the following learning resources:

Learning Resource Material
Name of Resource
File Name

Content Chunk
Networking
rm_c24_frame.html

Internet Resource
Australian Teleservices Association
http://www.ata.asn.au/

Internet Resource
Australian Direct Marketing Association
http://www.adma.com.au/

Internet Resource
Call Centre Management Association
http://www.ccma.asn.au

Internet Resource
International Networking Opportunities
http://www.mbn.com.au/pages/default.cfm?page_id=3612

Internet Resource
Networking for Profit
http://www.mbn.com.au/pages/default.cfm?page_id=3597

Content Chunk
Building Effective Working Relationships
rm_c13_frame.html

Internet Resource
Use Your Leadership Style to Build Effective Working Relationships
http://hr.smartpros.com/x13831.xml

Content Chunk
Guidance and Support
rm_c17_frme.html

Content Chunk
Managing Poor Performance
rm_c18_frame.html

Internet Resource
Identify Performance Improvements Activity
http://nwlink.com/~donclark/leader/councel.html

Internet Resource
Managing Poor Performance
http://www.dir.nsw.gov.au/workplace/practice/poorperf.html

Internet Resource
Performance Development Plan
http://www-hr.ucsd.edu/~staffeducation/guide/devel.html

Written Transcript
Performance Improvement Plan Meeting – Transcript
Transcript_Performance Improvement .doc

Tool/Template
Performance Improvement Plan template
Performance Improvement Plan.doc

To complete the fifth task, the learner will access the following learning resources:

Learning Resource Material
Name of Resource
File Name

Content Chunk
Identify the Problem
rm_c14_frame.html

Content Chunk
Analyse the Problem
rm_c15_frame.html


Giving and Receiving Feedback*
rm_c25_frame.html

Content Chunk
Determining a Solution
rm_c16_frame.html

Content Chunk
What is Conflict?
rm_c19_frame.html

Content Chunk
Conflict Styles
rm_c20_frame.html

Internet Resource
Conflict Resolution and Negotiation
http://ironbark.bendigo.latrobe.edu.au/subjects/baccco/Conflict-resolution.html

Internet Resource
Conflict Management Style – Which Style Do You Use?
http://www.queendom.com/tests/conflict.html

Content Chunk
Techniques for Managing Conflict
rm_c21_frame.html

Internet Resource
Conflict Resolution
http://www.npccny.org/info/pmei7.htm

Internet Resource
Conflict Can Be Resolved
http://www.plainsense.com/Health/Stress/conflict.htm

Content Chunk
How to Reduce Conflict
rm_c22_frame.html

Content Chunk
Negotiation
rm_c23_frame.html

Internet Resource
The Art of Negotiation
http://bbll.com/ch22.html

Internet Resource
Negotiating – You’ve Done it Before
http://www.onlinewbc.org/Docs/manage/negotiating.html

Internet Resource
Interest Based Bargaining
http://www.doi.gov/hrm/pmanager/lr7.html

Internet Resource
Negotiation Theory and Skills
http://www.to-agree.com/3negot.htm#approaches

Internet Resource
How to Fight Fires Without Burning Bridges
http://pertinent.com/pertinfo/business/stevecohenN2.html

The learning resource ‘Analyse the Problem’ contains a link to a secondary content chunk, titled Giving and Receiving Feedback.  The learner may access this content chunk more than once in the Call Centre Leadership Toolbox.

These learning resource materials relate directly to the endorsed competencies for the Certificate III and IV in Telecommunications (Call Centres).  

Overview of the “Try This” Activities

Task One - Investigate High Staff Turnover 

Resource
Task
What learners will submit

Communication Styles
Complete the Communication Styles Questionnaire to receive their communication style profile.
See Below


Discussion Group Task, Communication Styles, in Breakout Room
Learners will discuss, with their peers, their communication style profiles.

Questioning Techniques
Discussion Task using email
Learners will conduct an email conversation with their Mentor using different types of questions. 





Task Two - Build Trust and Confidence

Resource
Task
What learners will submit

Team Values
Learners are to develop a list of Team Values
Learners will save their plan to their Relationship Management Portfolio

Learners will save their work as: Surname_RM_teamvalues_rep.doc

Standards
Learners are to find company standards that foster positive relationships and document these
Learners will save their plan to their Relationship Management Portfolio

Learners will save their work as: Surname_RM_standards_rep.doc

Reviewing Work Practices
Access and complete a Process Improvement Plan
Learners will save their plan to their Relationship Management Portfolio and email a copy to you for feedback.

Learners will save their work as: Surname_RM_processplan_temp.doc





Task Three - Effective Working Relationships

Resource
Task
What learners will submit

Networking
Learners will establish their own professional association with their other learners
See Below


Discussion Group Task, Professional Associations, in the Breakout Room
Learners need to think about and research relevant professional associations and networks.

Managing Poor Performance
Access and complete a Performance Improvement Plan
Learners will save their plan to their Relationship Management Portfolio and email a copy to you for feedback.

Learners will save their work as: Surname_RM_performanceplan_temp.doc






Task Four - Manage Difficulties

Resource
Task
What learners will submit

Managing Conflict
Learners will develop a conflict resolution process
Learners will save their work as: Surname_RM_conflictprocess_rep.doc

Breakout Room Discussion Topics

Topic
Subjects and Scenarios presented for discussion.

Communication Styles
Learners will discuss their Communication Style Profiles and how these profiles can assist or hinder their effectiveness as a Team Leader.

Questioning Techniques
Using email the each learner will conduct a conversation with a fellow learner using different types of questions

Professional Associations
Learner will post the name of Professional Associations they are a member of or are aware of as well as the benefits of being a member of Professional Associations.

Relationship Management – Competency

ICTTC229A – Establish and manage effective relationships within the call centre team environment

Development Project Overview
Elements Addressed
Performance Criteria Addressed

1. Investigate High Staff Turnover


Gather, convey and receive information and ideas
Method used to communicate ideas and information is appropriate to the audience.

Communication takes into account social and cultural diversity.

2. Gather Supporting Evidence
Gather, convey and receive information and ideas
Information to achieve work responsibilities is collected from appropriate sources.

3. Build Trust and Confidence
Gather, convey and receive information and ideas
Input from internal and external sources is sought and valued in developing and refining new ideas and approaches


Develop trust and confidence
People are treated with integrity, respect and empathy.

Organisation’s social, ethical and business standards are used to develop and maintain positive relationships.

Trust and confidence of customers, suppliers and colleagues is gained and maintained through competent performance

4. Build Effective Working Relationships
Build and maintain networks and relationships
Networking is used to identify and build relationships.

Networks and other work relationships provide identifiable benefits for the team, organisation and customers.


Manage difficulties to achieve positive outcomes.
Team members are given guidance and support to resolve their work difficulties

Continued poor performance is managed within processes agreed within the enterprise.

5. Manage Difficulties
Manage difficulties to achieve positive outcomes.
Problems are identified and analysed, and action taken to rectify the situation with minimal disruption to performance.

Conflict is managed constructively within the enterprise processes

Difficult situations are negotiated to achieve results which are acceptable to the participants and which meet enterprise and legislative requirements.

Team Planning

Develop, Lead and Manage an Effective Team

This Development Project covers the competency:

ICTTC230A Lead, participate in and facilitate the activities of a call centre work team.

Development Project Overview

The Team Planning Development Project requires the learner to understand how to develop an effective team that is committed to its goals.

The learners will save their Task documents (see below) and these will constitute the assessable material for this project.

In order to complete this Development Project, the learner is required to complete four main tasks, namely:

· Develop Team Commitment and Cooperation

· Develop Team Effectiveness

· Develop a Team Performance Plan

· Assess and Develop Team Performance.

Develop Team Commitment and Cooperation

In the first task “Develop Team Commitment and Cooperation” the learner will gain an understanding of how groups develop and the factors which affect group work.  The learner will also gain an understanding of team building, communication and methods to encourage innovation and initiative.

Develop Team Effectiveness

In the second task “Develop Team Effectiveness” the learner will gain an understanding of the importance of clearly establishing and communicating the roles of team members.  The learner will complete a Belbin Test to provide them with an understanding of their own preferred role in team work.  The learner will be introduced to the characteristics of effective teams and the issues that impede team effectiveness, such as, diversity and conflict.  

The learners will save this task as: Surname_TP_BelbinTest_rep.doc
Develop a Team Performance Plan

In the third task “Develop a Team Performance Plan” the learner will gain an understanding of the importance of defining a team purpose, of setting goals and of developing a team performance plan.  The learner will gain the skills and knowledge to define a team purpose, set goals and create a performance plan.  The learner will be required to develop a Team Performance Plan.

The learners will save this task as: Surname_TP_TeamPurpose_rep.doc, Surname_TP_TeamDevelopmentGoal_rep.doc and Surname_TP_TeamPerformancePlan _rep.doc
Assess and Develop Team Performance

In the fourth task “Assess and Develop Team Performance” the learner will gain an understanding of how to assess team performance using team plans and performance measures.  The learner will then gain an understanding of how to develop team performance using a range of tools, such as, mentoring and delegating.  The learner will be able to demonstrate the skills learned by conducting a Quality Assessment on a B&B for Busy Bodies Call Centre Operator.

The learners will save this task as: Surname_TP_QualityChecklist_rep.doc
Learning Resources

The learner is provided with a number of learning resource materials that assist them to complete the Development Projects and activities.

The following table shows the resources that are available to assist learners to complete this Development Project.  At regular intervals some of the content, especially the web links, will need to be checked to ensure they are still working:

To complete the first task, the learner will have access to the following learning resources:

Learning Resource Material
Name of Resource
File Name

Content Chunk
Group Behaviour
tp_c01_frame.html

Internet Resource
Group Dynamics: Basic Nature of Groups and How They Develop
http://www.mapnp.org/library/grp_skll/theory/theory.htm

Internet Resource
Establishing Team Norms
http://jan.ucc.nau.edu/~dlk/norms.html

Internet Resource
Norms in Groups
http://www.vcu.edu/hasweb/psy/psy341/norms.html#thep

Content Chunk
Commitment to the Team Plan and Goals
tp_c02_frame.html

Content Chunk
Innovation and Initiative
tp_c03_frame.html

Internet Resource
Creativity and Innovation
http://www.thebesemer.com/culturetransformation.html

Internet Resource
The Emotionally Intelligent Workplace
http://www.eiconsortium.org/emotionally_intelligent_workplace.htm

Content Chunk
Team Communication
tp_c04_frame.html

Internet Resource
Improving Team Communication
http://www.quickteam.com/support/documentation/Getting_the_Most_from_QuickTeam/Improving_Team_Communication.htm

Internet Resource
Communication Skills Test
http://www.queendom.com/tests/relationships/communication_skills.html

Content Chunk
Team Building
tp_c05_frame.html

Internet Resource
How to Build a Team
http://www.mcn.org/a/lc/lcartic3.html#HowToBuildATeam

Internet Resource
Team Building: Developing a Productive Team
http://www.ianr.unl.edu/pubs/misc/cc352.htm

Internet Resource
Developing Your Team Building Skills
http://www.onlinewbc.org/docs/manage/team.html

To complete the second task, the learner will access the following learning resources:

Learning Resource Material
Name of Resource
File Name

Task Description
Belbin Test
http://www.nursingleadership.co.uk/resourc/belbin.pdf

Content Chunk
Establishing Team Roles and Responsibilities
tp_c07_frame.html

Internet Resource
Jung Myers Briggs Online Test
http://www.humanmetrics.com/cgi-win/JTypes1.htm

Internet Resource
Life Colours Lite Online Test
http://www.lifecolorsonline.com/lifecolorslite.html

Internet Resource
Personality Type Tools: Mind How You Use Them
http://hcfew.tripod.ca/personality_type_tools.htm

Internet Resource
Are you cut out for teamwork?
http://content.monster.com/tools/quizzes/teamplayer/

Content Chunk
Effective Teams
tp_c06_frame.html

Internet Resource
Work Teams: Three Models of Effectiveness
http://www.workteams.unt.edu/reports/Yancey.html

Internet Resource
Characteristics of Effective Teams
http://alt.ben.edu/faculty/cstein/GroupProcess/sld002.htm

Content Chunk
Ensuring Team Members Take Responsibility
tp_c08_frame.html

Content Chunk
Diversity in Teams
tp_c16_frame.html

Internet Resource
Diversity in the Workplace: Work Teams and Diversity
http://www.inform.umd.edu/EdRes/Topic/Diversity/Response/Workplace/io.html

Content Chunk
Identifying Issues Which Impede Performance
tp_c09_frame.html

Internet Resource
Resolving Conflict
http://www.leadersdirect.com/conflict.html

Internet Resource
Resolving Conflict Constructively and Respectfully
http://www.ag.ohio-state.edu/~ohioline/hyg-fact/5000/5218.html

Internet Resource
Materials and guides on negotiation and conflict resolution
http://interneg.carleton.ca/interneg/training/materials/

Internet Resource
Conflict Management Style
http://www.queendom.com/tests/conflict.html

To complete the third task, the learner will access the following learning resources:

Learning Resource Material
Name of Resource
File Name

Tool/Template
Team Performance Plan
Team Performance Plan Template.doc

Content Chunk
Define the Team’s Purpose
tp_c10_frame.html

Content Chunk
Identifying Goals*
tp_c11_frame.html

Content Chunk
Writing Goals*
tp_c12_frame.html

Content Chunk
Team Goals
tp_c13_frame.html

Internet Resource
The Importance of Goals to the Success of Work Teams
http://www.workteams.unt.edu/reports/ghendrix.htm

Internet Resource
Setting stretch goals
http://www.nawbo.org/nawbo/nawboresource.nsf/$Resources/4E663144C90229B88525693D005F850D?OpenDocument

Content Chunk
Performance Measures
tp_c14_frame.html

Internet Resource
Rating the Brisbane City Council Call Centre
http://www.callcentres.com.au/bbccall0.htm#Rating the BBC cc

Internet Resource
Three Steps For Creating Effective Call Centre Measures and Reports
http://www.call-centers.org/fr-tutorial.htm

Content Chunk
Team Performance Plan
tp_c15_frame.html

Internet Resource
Guide to Performance Management: Performance Development Plans
http://www-hr.ucsd.edu/~staffeducation/guide/devel.html

* The learner may access the resources ‘Identifying Goals’ and ‘Writing Goals’ more than once in the Call Centre Leadership Toolbox. 

To complete the fourth task, the learner will access the following learning resources:

Learning Resource Material
Name of Resource
File Name

Tool/Template
Call Quality Assurance Checklist
QA checklist.doc

Content Chunk
Team Competencies
tp_c17_frame.html

Internet Resource
What are competencies?
http://www.mapnp.org/library/staffing/specify/cmptncys/cmptncys.htm#anchor235393

Tool/Template
Checklist of Skills
Checklist of skills.doc

Content Chunk
Performance Evaluation
tp_c18_frame.html

Internet Resource
Basic Steps in a Performance Appraisal
http://www.mapnp.org/library/perf_mng/appraisl.htm#anchor4292933629

Internet Resource
Basics of Conducting Performance Appraisals
http://www.mapnp.org/library/emp_perf/perf_rvw/basics.htm

Internet Resource
How to Monitor and Evaluate Calls
http://www.callcentres.com.au/Call Outcome – monitoring.htm#No 1 Call Outcome

Internet Resource
Employee Performance Management
http://www.mapnp.org/library/emp_perf/emp_perf.htm

Internet Resource
Group Performance Management
http://www.mapnp.org/library/grp_perf/grp_perf.htm

Content Chunk
Team Measurement: Some Whys, Whats and Hows
http://www.workteams.unt.edu/reports/Viken.html

Content Chunk
Encouraging Team Development
tp_c19_frame.html

Internet Resource
The Mentoring Process
http://billslater.com/mentoring/index.htm

Internet Resource
The Mentoring Millenium: The Corporate Tool for 2021
http://humanresources.about.com/gi/dynamic/offsite.htm?site=http%3A//www.kinematic.com.au/fta/emmill20.htm

Internet Resource
Tips for Effective Coaching
http://humanresources.about.com/library/weekly/aa060400a.htm

Internet Resource
Call Centre Productivity
http://www.callcentres.com.au/coaching1.htm#Coaching Culture

Content Chunk
Supporting Your Team
tp_c20_frame.html

Internet Resource
What is Leadership?
http://www.lc21.com/directions/thoughts9.html

Internet Resource
Introduction to Management
http://www.mapnp.org/library/mng_thry/mng_thry.htm

Content Chunk
Delegation*
tp_c21_frame.html

Content Chunk
Monitoring a Delegate’s Performance
tp_c22_frame.html

Internet Resource
Some Criteria for Useful Feedback
http://www.arches.uga.edu/~hsp/feedback.htm

*The learner may access the resource ‘Delegation’ more than once in the Call Centre Leadership Toolbox.


These learning resource materials relate directly to the endorsed competencies for the Certificate III and IV in Telecommunications (Call Centres).  

Overview of the “Try This” Activities

Task One - Develop Team Commitment and Cooperation

Resource
Task
What learners will submit

Group Behaviour
List the formal and informal norms that operate within a team the learner is a member.

Discuss how these norms impact the team.
Learners will save their work to their Team Planning Portfolio and email a copy to you for feedback.

Learners will save their work as: Surname_TP_GroupBehaviour_rep.doc

Innovation and Initiative
List three methods for encouraging innovation and three for initiative.
Learners will save their work to their Team Planning Portfolio and email a copy to you for feedback.

Learners will save their work as: Surname_TP_EncouragingInnovationandInitiative_rep.doc

Team Communication
Learner completes an online Manager Employee Communication Assessment.
No submission
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Team Building
Discussion Group Task in Breakout Room: Team Building

Access and complete an online team player style test.
Learners will discuss team building activities they have been involved in and how successful these team building methods were.

No submission





Task Two - Develop Team Effectiveness

Resource
Task
What learners will submit

Establishing Team Roles and Responsibilities
Access and complete Jung Myers Online Test.

Access and complete the Life Colours Lite Online Test

Access and complete the Are you Cut Out for Teamwork? online quiz.
No submissions

Effective Teams
Write a report on a team that was effective or ineffective. Explain why.
Learners will save their work to their Team Planning Portfolio and email a copy to you for feedback.

Learners will save their work as: Surname_TP_EffectiveTeams_rep.doc

Diversity in Teams
Learner is encouraged to reflect on the diversity that exists within a team they are a member of. How does the diversity affect the team?
No submissions
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Identifying Issues Which Impede Team Performance
Learner discusses a time they encountered conflict within a team. How was the conflict resolved?

Access and complete the Conflict Management Style online test.
Learners will save their work to their Team Planning Portfolio and email a copy to you for feedback.

No submission

Learners will save their work as: Surname_TP_IdentifyingIssuesWhichImpedeTeamPerformance_rep.doc





Task Three - Develop a Team Performance Plan

Resource
Task
What learners will submit

Team Goals
Discussion Group Task in Breakout Room: Team Goals
Learners will discuss the importance of setting team goals.

Performance Measures
Discussion Group Task in Breakout Room: Performance Measures
Learners will discuss the KPIs that have been set for B&B for Busy Bodies.  How effective are they?

Team Performance Plan
The learner is encouraged to review the B&B for Busy Bodies’ Performance Plan .
No submission





Task Four - Assess and Develop Team Performance

Resource
Task
What learners will submit

Team Competencies
The learner creates a checklist of underlying skills for one of the core components of the B&B for Busy Bodies Team Leader role or a Team Leader role in their workplace.
Learners will save their work to their Team Planning Portfolio and email a copy to you for feedback.

Learners will save their work as: Surname_TP_TeamCompetencies_temp.doc

Encouraging Team Development
The learner is encouraged to reflect on how mentoring has helped them during this course and to think about what makes a good mentor.
No submission

Supporting Your Team
The learner documents the characteristics they believe are important when managing and leading the B&B for Busy Bodies team or a team at work.
Learners will save their work to their Team Planning Portfolio and email a copy to you for feedback.

Learners will save their work as: Surname_TP_SupportingYourTeam_rep.doc

Monitoring a Delegate’s Performance
Discussion Group Task in Breakout Room: Activities to Promote Delegation
Learners need to access and read the Internet resource ‘Task Delegation: A Team Approach”.

The learners then discuss if the activity presented in the Internet resource would be useful





Breakout Room Discussion Topics

Topic
Subjects and Scenarios presented for discussion.

Team Building
Learners will discuss team building activities they have been involved in and how successful these team building methods were.

Team Goals
Learners will discuss the importance of setting team goals.

Performance Measures
Learners will discuss the KPIs that have been set for B&B for Busy Bodies.  How effective are they?

Activities to promote Delegation
Learners need to access and read the Internet resource ‘Task Delegation: A Team Approach” .

The learners then discuss if the activity presented in the Internet resource would be useful for improving delegation.

Develop Team Commitment and Cooperation
The learners discuss how they would go about developing team commitment and cooperation.

Team Roles
The learners discuss how understanding the roles that team members prefer can be used to manage a team.

Team Planning – Competency

ICTTC230A – Lead, participate in and facilitate the activities of a call centre work team

Development Project Overview
Elements Addressed
Performance Criteria Addressed

1. Develop Team Commitment and Cooperation
Develop team commitment and cooperation
Team uses open communication to obtain and share information.

Team encourages and exploits innovation and initiative

2. Develop Team Effectiveness
Participate in Team Planning

Develop team commitment and cooperation

Participate in and facilitate work team
Team establishes clearly defined purpose, roles responsibilities consistent with enterprise goals and objectives.

Team includes in its plans, ways in which it can benefit from the diversity of its membership.

Team effectiveness is encouraged and enhanced through active participation in team activities and communication processes

Individuals and teams are actively encouraged to take individual and joint responsibility for their actions.

Problems which impeded team performance are identified and resolved by the team, using external assistance if required.

3. Develop a Team Performance Plan
Participate in Team Planning
Team establishes clearly defined purpose, roles responsibilities consistent with enterprise goals and objectives.

Team performance plan, including performance measures is established and contributes to the enterprise business plans and objectives

Systems and mechanisms are established to monitor and review team and individual performance within the organisation’s continuous improvement process.

4. Assess and Develop Team Performance
Develop team commitment and cooperation

Manage and develop team performance
Support is provided to the team to develop mutual concern and camaraderie

Team is supported in making decisions within its agreed roles and responsibilities

Results achieved by the team contribute positively to enterprise business plan

Team and individual competencies are monitored regularly to confirm that the team is able to achieve its goals

Mentoring and coaching support is provided to individuals and teams to enhance knowledge and skills

Delegate’s performance is monitored and followed up to confirm that they have completed delegation/assignment

Operational Planning

Using Operational Plans

This Development Project covers the competency:

ICTTC231A - Manage the operations of a call centre work team to achieve planned outcomes.

Development Project Overview

The Operational Planning Development Project requires the learner to understand how to plan effectively, monitor operational performance and develop a process for acquiring human resources. 

The learners will save the Development Project as: Surname_OP_Opplanning.doc
In order to complete this Development Project, the learner is required to complete three main activities, namely:

· Plan to Achieve Profit and Productivity

· Monitor Operational Performance

· Acquire Human Resources

Plan to Achieve Profit and Productivity

In the first task “Plan to Achieve Profit and Productivity” the learner will gain an understanding of the role of planning in a Customer Contact Centre.  The learner will also discover the types of plans used and the process for developing plans.

Monitor Operational Performance

In the second task “Monitor Operational Performance” the learner will gain an understanding of how to set performance measures and to monitor performance in a Customer Contact Centre.  The learner will also be introduced to financial controls and how to manage employees’ time.

Acquire Human Resources

In the third task “Acquire Human Resources” the learner will gain an understanding of how to acquire and use resources in a Customer Contact Centre.  The learner will also be introduced to the importance of using resources efficiently.

Learners will save the Task as: Surname_OP_InterviewProcess_rep.doc and Surname_OP_ResourceChecklist_rep.doc and Surname_OP_InductionChecklist.doc
Learning Resources

The learner is provided with a number of learning resource materials that assist them to complete the Development Projects and activities.

The following table shows the resources that are available to assist learners to complete this Development Project.  At regular intervals some of the content, especially the web links, will need to be checked to ensure they are still working:

To complete the first task, the learner will have access to the following learning resources:

Learning Resource Material
Name of Resource
File Name

Content Chunk
Planning
op_c01_frame_html

Internet Resource
Action Planning Definitions
http://www.extension.iastate.edu/communities/tools/facilitate/exhibit1.html

Internet Resource
Basic Guidelines for Successful Planning Process
http://www.mapnp.org/library/plan_dec/gen_plan/gen_plan.htm

Content Chunk
Resources
op_c02_frame_html

Content Chunk
Operational Plan
op_c03_frame_html

To complete the second task, the learner will have access to the following learning resources:

Learning Resource Material
Name of Resource
File Name

Content Chunk
Monitoring Performance
op_c04_frame_html

Internet Resource
Basic Guide to Program Evaluation
http://www.mapnp.org/library/evaluatn/fnl_eval.htm#anchor1575679

Content Chunk
Measuring Performance in Call Centres
op_c05_frame_html

Internet Resource
Performance Measures in Centres
http://callcenternews.com/specials/ws_990219.shtml

Internet Resource
Three Steps for Creating Effective Call Centre Measures and Reports
http://www.call-center.net/cc-measures.htm

Content Chunk
Managing Employee’s Time
op_c06_frame_html

Content Chunk
Understanding Financial Controls
op_c07_frame_html

Content Chunk
Recommending Changes
op_c08_frame_html

To complete the third task, the learner will have access to the following learning resources:

Learning Resource Material
Name of Resource
File Name

Content Chunk
The Employment Process
op_c09_frame_html

Internet Resource
Recruiting: Finding sources and advertising to find suitable job applicants
http://www.mapnp.org/library/staffing/recruit/recruit.htm

Internet Resource
Employee Staffing: Specifying Jobs, Roles and Competencies
http://www.mapnp.org/library/staffing/specify/specify.htm

Internet Resource
Selecting from among job applicants (hiring)
http://www.mapnp.org/library/staffing/selectng/selectng.htm

Content Chunk
Interview Techniques
op_c10_frame_html

Internet Resource
Interviewing Job Candidates
http://www.mapnp.org/library/staffing/screeng/intrvwng/intrvwng.htm

Internet Resource
Tell me about a time when you…
http://www.systems-one.com/articles/behave.htm

Internet Resource
How not to conduct an interview
http://www.crt.state.la.us/folklife/edu_worksheet_2_1.html

Content Chunk
The Induction Process
op_c11_frame_html

Internet Resource
Orienting New Employees
http://www.mapnp.org/library/trng_dev/orientng/orientng.htm

Content Chunk
Acquiring and Using Physical Resources
op_c12_frame_html

Content Chunk
Team Members’ Use of Resources
op_c13_frame_html

Internet Resource
Energy Efficiency: Some Office Equipment Basics
http://www.ci.irvine.ca.us/about_irvine/econ-dev/equip.htm

Content Chunk
Recycling and Waste Reduction
op_c14_frame_html

These learning resource materials relate directly to the endorsed competencies for the Certificate III and IV in Telecommunications (Call Centres).  

Overview of the “Try This” Activities

Task One - Plan to Achieve Profit and Productivity

Resource
Task
What learners will submit

Resources
The learner creates a list of the physical resources required to operate a Call Centre.
Learners will save their work to their Operational Planning Portfolio and email a copy to you for feedback.

Learners will save their work as: Surname_OP_Resources_rep.doc

Operational Plan
The learner will request (from you) copies of Operational and Strategic plans used in Call Centres. 
No submission






Task Two - Monitor Operational Performance

Resource
Task
What learners will submit

Monitoring Performance
The learner reports on the information they would require to evaluate a team’s performance.
Learners will save their work to their Operational Planning Portfolio and email a copy to you for feedback.

Learners will save their works as: Surname_OP_MonitoringPerformance_rep.doc

Measuring Performance in Customer Contact Centres
The learner accesses the KPIs developed for B&B for Busy Bodies and ensure they understand how the log in time KPI is calculated.
No submission

Managing Employees’ Time to Achieve Performance
Discussion Group Task in Breakout Room: Managing Unplanned Absences
Learners will discuss unplanned absences in Call Centres – the reasons and strategies to reduce absences.





Task Three - Acquire Human Resources

Resource
Task
What learners will submit

The Employment Process
Discussion Group Task in Breakout Room: Employing Staff
Learners pair up and create a suitable process for employing Call Centre Operators. 

Learners do not need to submit their work however it can be used to help them complete the overall task.

Interview Techniques
Discussion Group Task in Breakout Room: Interviewing Techniques
Learners discuss an interview they have attended.  How would they have conducted the interview?

Ideas from this discussion can be used to help the learner complete the overall task.

The Induction Process
Discussion Group Task in Breakout Room: Induction Programs
Learners pair up and create a list of areas that should be covered in an induction program for a Call Centre. 

Learners do not need to submit their work however it can be used to help them complete the overall task.

Breakout Room Discussion Topics

Topic
Subjects and Scenarios presented for discussion.

Planning to Achieve Profit and Productivity
The learner needs to be involved in this discussion to complete the task: Discuss How to Plan to Achieve Profit and Productivity.

Monitoring Operational Performance
The learner needs to be involved in this discussion to complete the task: Discuss How to Monitor Operational Performance.

Managing Unplanned Absences
Learners will discuss unplanned absences in Call Centres – the reasons and strategies to reduce absences.

Employing Staff
Learners pair up and create a suitable process for employing Call Centre Operators. 

Learners do not need to submit their work however it can be used to help them complete the overall task.

Interviewing Techniques
Learners discuss an interview they have attended.  How would they have conducted the interview?

Induction Programs
Learners pair up and create a list of areas that should be covered in an induction program for a Call Centre. 

Learners do not need to submit their work however it can be used to help them complete the overall task.

Operational Planning – Competency

ICTTC231A – Manage the operations of a call centre work team to achieve planned outcomes

Development Project Overview
Elements Addressed
Performance Criteria Addressed

1. Discuss How to Plan to Achieve Profit and Productivity
Plan resource use to achieve profit/productivity targets
Operational plans contribute to the achievement of enterprise performance/business plan.

Resource information for use in operational plans is collected, analysed and organised in consultation with team members and specialist resource managers.

Operational plans identify available resources taking into account customer needs and the organisation’s plans

Contingency plans are prepared in the event of a need to vary initial plans

2. Discuss How to Monitor Operational Performance
Monitor operational performance

Monitor resource usage
Performance systems and processes are monitored to assess progress in achieving profit/productivity performance.

Budget and financial information is analysed and interpreted to monitor profit/productivity performance

Unsatisfactory performance is identified and prompt action is taken to rectify the situation

Recommendations for variation to operational plans are negotiated and approved by the enterprise designated group/person.

Systems and processes are monitored to establish whether resources are being used as planned

Problems with resource usage are investigated and promptly rectified and/or reported to management.

3. Develop a Process For Acquiring Human Resources
Acquire resources to achieve operational plan

Monitor operational performance

Monitor resource usage
Employees are recruited and inducted within the enterprise human resource management policies and procedures

Physical resources are acquired in accordance with organisational practices and procedures

Unplanned absences are managed to minimise impact on the business.

Mentoring and coaching is provided to assist team members who have difficulty in using resources within quality, cost and time standards.

Utilisation of physical resources is monitored to ensure they are being used as planned

Waste management methods are used effectively in recycling, waste reduction and waste disposal within enterprise and legislative requirements

Systems, procedures and records associated with documenting resource acquisition and usage are managed in accordance with enterprise requirements.

Leadership Development

Provide Leadership to a Team

This Development Project covers the competency:

ICTTC228A – Provide leadership to a team of call centre operational staff in the achievement of business goals and objectives.

Development Project Overview

The Leadership Development Project requires the learner to understand what is required of a Customer Contact Centre Team Leader in terms of managing a team, solving problems and ensuring team members are motivated and work in an ethical manner.

The learners will save the Development project as: Surname_LD_temp.doc.

In order to complete this Development Project, the learner is required to complete four main tasks, namely:

· Solve a Problem and Make a Decision

· Develop a Motivation Strategy

· Discuss Ethics and Create a Report

· Develop a Management Performance Plan.

Solve a Problem and Make a Decision

In the first task “Solve a Problem and Make a Decision” the learner will gain an understanding of a problem solving and decision making process that they can utilise in the workplace.  The learner will also be introduced to the team’s role in decision making and to factors that can affect the decision making process.  The learner will be expected to demonstrate their problem solving and decision making abilities.

The learner will save the Task as: Surname_LD_Solve a Problem and make a Decision_rep.doc.

Develop a Motivation Strategy

In the second task “Develop a Motivation Strategy” the learner will gain an understanding of what motivates employees.  Using this knowledge the learner will be expected to develop a strategy that could be used to motivate a Customer Contact Centre team.

The learner will save the Task as: Surname_LD_Develop a Motivation Stragey_rep.doc.

Discuss Ethics and Create a Report

In the third task “Discuss Ethics and Create a Report” the learner will be introduced to the ethics and standards that organisations operate by.  The learner will also gain an understanding of how to counsel an employee and will be expected to develop a counselling report.

The learner will save the Task as: Surname_LD_Counselling Report_rep.doc.

Develop a Management Performance Plan

In the fourth task “Develop a Management Performance Plan” the learner will gain an understanding of the management and leadership skills required to successfully manage and lead a Customer Contact Centre team.  Using this knowledge the learner is expected to develop a Management Performance plan that can be used to develop a management skill they require to be a competent Team Leader.

The learner will save the Task as: Surname_LD_Management Improvement Performance Plan_temp.doc.

Learning Resources

The learner is provided with a number of learning resource materials that assist them to complete the Development Projects and activities.

The following table shows the resources that are available to assist learners to complete this Development Project.  At regular intervals some of the content, especially the web links, will need to be checked to ensure they are still working.

To complete the first task, “Solve a Problem and Make a Decision” the learner will access the following learning resources:

Learning Resource Material
Name of Resource
File Name

Content Chunk
The Team’s Role
ip_c14_frame.html

Internet Resource
Group Decision Making within the Organisation
http://www.workteams.unt.edu/reports/lahti.htm

Content Chunk
Identify and Define the Problem
ip_c08_frame.html

Content Chunk
Gather Information
ip_c09_frame.html

Internet Resource
Force Field Analysis
http://www.extension.iastate.edu/communities/tools/forcefield.html

Tool/Template
Force Field Analysis
Force Field Analysis Template.doc

Content Chunk
Identify Alternative Options
ip_c10_frame.html

Content Chunk
Select an Appropriate Option
ip_c11_frame.html

Content Chunk
Implement the Selected Option
ip_c12_frame.html

Tool/Template
Action Plan
Problem Solving Action Plan Template.doc

Content Chunk
Monitoring and Evaluating
ip_c13_frame.html

Internet Resource
Ten Tips for Beefing Up Your Problem Solving Toolbox
http://home.att.net/~nickols/tentips.htm

Content Chunk
Factors Affecting Decision Making
ip_c15_frame.html

Internet Resource
More of the Most Common Decision Making Mistakes People Make
http://pertinent.com/pertinfo/business/kareCom12.html

To complete the second task, “Develop a Motivation Strategy” the learner will access the following learning resources:

Learning Resource Material
Name of Resource
File Name

Content Chunk
The Role of Empowerment
ip_c01_frame.html

Internet Resource
So you want to be empowering
http://www.teleport.com/~barnett/webart03.htm

Content Chunk
Allocating Responsibilities
ip_c02_frame.html

Content Chunk
Encouraging Responsibilities
ip_c03_frame.html

Internet Resource
Understanding Your Communication Style
http://www.usi.edu/extserv/commstyle.html

Content Chunk
Motivating Employees
ip_c04_frame.html

Internet Resource
Exploring Motivation
http://www.callcentre.co.uk/guest/gmanage/people/explore.htm

Internet Resource
Motivation: What Works, What Doesn’t
http://www.coxegroup.com/articles/motivation.html

Content Chunk
Rewarding Employees
ip_c05_frame.html

Internet Resource
How to Reward Employees
http://psychology.about.com/c/ht/00/07/How_Reward_Employees0962935015.htm?

Internet Resource
Performance Management Reward
http://www.p-management.com/reward.htm

To complete the third task, “Discuss Ethics and Create a Report” the learner will access the following learning resources:

Learning Resource Material
Name of Resource
File Name

Content Chunk
Organisational Standards*
ip_c21_frame.html

Content Chunk
Organisational Values
ip_c16_frame.html

Internet Resource
Corporate Codes of Ethics Online
http://www.ethics.ubc.ca/resources/business/codes.html

Internet Resource
Social Responsibility
http://www.jnj.com/who_is_jnj/sr_index.html

Content Chunk
Working Within the Code of Ethics
ip_c17_frame.html

Internet Resource
Ethics Tools: Resolving Ethical Dilemmas
http://www.managementhelp.org/ethics/ethxgde.htm#anchor53723

Internet Resource
Business Ethics - The Foundation of Effective Leadership
http://www.onlinewbc.org/Docs/manage/ethics.html

Content Chunk
Counselling
ip_c06_frame.html

*The learner may access the resource “Organisational Standards” more than once in the Call Centre Leadership Toolbox.

To complete the fourth task, “Develop a Management Performance Plan” the learner will access the following learning resources:

Learning Resource Material
Name of Resource
File Name

Tool/Template
Management Improvement Performance Plan Template
Management Performance Plan Template.doc

Content Chunk
Management For Team Leaders
ip_c19_frame.html

Internet Resource
What Makes a Great Manager?
http://www.ee.ed.ac.uk/~gerard/Management/art9.html

Content Chunk
Leadership Behaviours*
ip_c18_frame.html

Content Chunk
Performance Measures
ip_c22_frame.html

Content Chunk
Performance Planning
ip_c20_frame.html

Tool/Template
Performance Improvement Plan
Performance Improvement Plan Example.doc

*The learner may access the resource “Leadership Behaviours” more than once in the Call Centre Leadership Toolbox.

These learning resource materials relate directly to the endorsed competencies for the Certificate III and IV in Telecommunications (Call Centres).  

Overview of the “Try This” Activities

Task One - Solve a Problem and Make a Decision

Resource
Task
What learners will submit

Identify and Define the Problem
The learner indicates how they would identify and define a problem.

Completing this activity contributes to the overall task.
Learners will save their work to their Leadership Development Portfolio and email a copy to you for feedback.

Surname_LD_Identify and Define the Problem_rep.doc

Gather Information Relevant to the Problem
The learner indicates how they would gather information relevant to a problem using a Force Field Analysis.

Completing this activity contributes to the overall task.
Learners will save their work to their Leadership Development Portfolio and email a copy to you for feedback.

Surname_LD_GatherInformation_temp.doc

Identify Alternative Options
The learner indicates how they would identify alternative options relevant to a problem.

Completing this activity contributes to the overall task.
Learners will save their work to their Leadership Development Portfolio and email a copy to you for feedback.

Surname_LD_IdentifyAlternativeOptions_rep.doc

Select an Appropriate Option
The learner indicates how they would select an appropriate option relevant to a problem.

Completing this activity contributes to the overall task.
Learners will save their work to their Leadership Development Portfolio and email a copy to you for feedback.

Surname_LD_SelectAnAppropriateOption_rep.doc

Plan the Implementation of the Selected Option
The learner creates an Action Plan for implementing the selected option relevant to a problem.

Completing this activity contributes to the overall task.
Learners will save their work to their Leadership Development Portfolio and email a copy to you for feedback.

Surname_LD_ActionPlan_temp.doc

Monitor the Plan and Evaluate the Solution
The learner indicates how they would evaluate and monitor a plan and solution to a problem.

Completing this activity contributes to the overall task.
Learners will save their work to their Leadership Development Portfolio and email a copy to you for feedback.

Surname_LD_MonitorAndEvaluate
_rep.doc  
OR
Surname_LD_MonitorThePlan
_rep.doc  
OR
Surname_LD_EvaluateTheSolution
_rep.doc

Factors Affecting Decision Making
Discussion Group Task in Breakout Room: Factors Affecting Decision Making
Learners will discuss the issues they have been dealing with when working through the problem solving task.





Task Two - Develop a Motivation Strategy

Resource
Task
What learners will submit

The Role of Empowerment
Discussion Group Task in Breakout Room: Empowering Teams
Learners will discuss teams they have been members of and discuss what made the teams empowered or not.

Use Communication to Encourage Responsibility
Discussion Group Task in Breakout Room: Using Communication to Encourage Responsibility
Learners will discuss how to use communication to encourage team responsibility.

Motivating Employees
The learner researches Douglas McGregor’s Theories X and Y and compares these to other motivational strategies.
Learners will save their work to their Leadership Development Portfolio and email a copy to you for feedback.

Surname_LD_Motivating Employees_rep.doc

Rewarding Employees
Discussion Group Task in Breakout Room: Using Rewards for Motivation
Learners will discuss the types of rewards that motivate them and the types of rewards they believe are appropriate in a Call Centre.





Task Three - Discuss Ethics and Create a Report

Resource
Task
What learners will submit
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Working Within the Code of Ethics
Discussion Group Task in Breakout Room: Code of Ethics.

Access and complete the online integrity self test.
The learners will discuss how the standards and values of an organisation impact the way the organisation operates.

No submission.

Counselling
Discussion Group Task in Breakout Room: Counselling.
The learners will discuss counselling in the workplace.





Task Four - Develop a Management Performance Plan

Resource
Task
What learners will submit

Leadership Behaviours
Discussion Group Task in Breakout Room: What Makes a Good Leader?
Using examples of famous leaders the learners discuss what characteristics are required to be a good leader.





Breakout Room Discussion Topics

Topic
Subjects and Scenarios presented for discussion.

Using Communication to Encourage Responsibility
Learners will discuss how to use communication to encourage team responsibility.

Using Rewards for Motivation
Learners will discuss the types of rewards that motivate them and the types of rewards they believe are appropriate in a Call Centre.

Code of Ethics
The learners will discuss how the standards and values of an organisation impact the way the organisation operates.

Counselling
The learners will discuss counselling in the workplace.

What Makes a Good Leader?
Using examples of famous leaders the learners discuss what characteristics are required to be a good leader.

Leadership Development – Competency

ICTTC228A – Provide leadership to a team of call centre operational staff in the achievement of business goals and objectives.

Development Project Overview
Elements Addressed
Performance Criteria Addressed

1. Solve a Problem and Make a Decision
Make informed decisions
Information relevant to the issue(s) under consideration is gathered and organised.

Decisions are timely and communicated clearly to the individuals and team.

Individuals/teams participate actively in the decision making process.

Options are examined and the risks assessed to determine preferred course(s) of action.

Plans to implement decisions are prepared and agreed with relevant individuals/team.

Feedback processes are used to monitor the implementation and impact of decisions.

2. Develop a Motivation Strategy
Influence individuals and teams positively
Expectations, roles and responsibilities are communicated in a way which encourages individuals/teams to take responsibility for their work.

Efforts and contributions of individuals and teams are encouraged, valued and rewarded

Ideas and information gain acceptance and support of team

3. Discuss Ethics and Create a Counselling Report
Enhance the organisation’s image
Enterprise standards and values are used in conducting business

Standards and values deemed unacceptable are questioned through established communication channels

Personal performance contributes to developing a reputable organisation which has integrity and credibility

4. Develop a Management Performance Plan
Demonstrate high standards of management performance
Performance meets the enterprise requirements

Performance serves as positive role model for others

Performance plans are developed and implemented in accordance with the organisation’s goals and objectives

Key performance indicators are developed within the teams/enterprise business plans

Learning Strategy

Develop and Implement a Team Learning Plan 

This Development Project covers the competency:

ICTTC237A  - Contribute to the development of a learning culture within the call centre team environment.

Development Project Overview

The Learning Strategy Development Project requires the learner to develop and implement a team learning plan.  The learning plan must consider learning styles, various learning opportunities, evaluation and assessment.

The learners will save the Development Project as: Surname_LS_temp.doc.

In order to complete this Development Project, the learner is required to complete five main tasks, namely:

· Investigate the training need

· Investigate learning opportunities

· Construct a Learning Plan

· Implement the Plan

· Assess the Learner/Learning

· Evaluate the Learning

Investigate the Training Need

In the first task “Investigate the Training Need” the learner will gain an understanding of the stages and components that make up a Training Needs Analysis (TNA).  The learner will be provided with information about learning environments and strategies for creating a learning environment.

Learners will save the Task as: Surname_LS_tna_rep.doc.

Investigate Learning Opportunities

In the second task “Investigate Learning Opportunities” the learner will gain an understanding of the different types of learning activities that they can select and implement.  The learner will also gain an understanding of the factors to consider when selecting learning activities, for example, adult learning principles and learning styles.

Construct a Learning Plan

In the third task “Construct a Learning Plan” the learner will gain an understanding of what a learning plan is and how it can be developed.

Learners will save the Task as: Surname_LS_individualplan_temp.doc.

Implement the Plan

In the fourth task “Implement the Plan” the learner will gain an understanding of the stages involved in implementing a learning plan and learning activities.  The learner will have the opportunity to develop and implement their own learning activity, a coaching session.

Learners will save the Task as: Surname_LS_coachingplan_temp.doc.

Assess the Learner/Learning 

In the fifth task “Assess the Learner/Learning” the learner will gain an understanding of what assessment is, how to assess, what to assess and the processes around formal assessment and feedback sessions.

Learners will save the Task as: Surname_LS_assessmentprocess_rep.doc.

Evaluate the Learning

In the sixth task “Evaluate the Learning” the learner will gain an understanding of how learning activities can be evaluated, what to look and the tools to use when evaluating learning activities.  The learner will also investigate retention and learning and ways in which learning retention can be monitored.

Learners will save the Task as: Surname_LS_coachingevaluation_rep.doc.

Learning Resources

The learner is provided with a number of learning resource materials that assist them to complete the Development Projects and activities.

The following table shows the resources that are available to assist learners to complete this Development Project. At regular intervals some of the content, especially the web links, will need to be checked to ensure they are still working.

To complete the first task, the learner will access the following learning resources:

Learning Resource Material
Name of Resource
File Name

Content Chunk
Learning Environments
ls_c01_frame.html

Internet Resource
Organisational Learning and Learning Organisations: An Overview
http://www.brint.com/papers/orglrng.htm

Internet Resource
Learning Organisations – Where the Learning Begins
http://www.ee.ed.ac.uk/~gerard/MENG/MEAB/lo_index.html

Content Chunk
Create a Learning Environment
ls_c02_frame.html

Internet Resource
The Learning Organisation
http://ericacve.org/docs/mr00004.htm

Content Chunk
Benefits of Learning
ls_c22_frame.html

Content Chunk
Training Needs Analysis (TNA)
ls_c03_frame.html

Internet Resource
Instructional System Design – The Analysis Phase
http://www.nwlink.com/~donclark/hrd/sat2.html

Internet Resource
Training Needs Analysis (TNA)
http://www.mlw.net.au/trainging_needs_analysis.htm

Content Chunk
Developing a TNA
ls_c04_frame.html

To complete the second task, the learner will access the following learning resources:

Learning Resource Material
Name of Resource
File Name

Content Chunk
Adult Learning Principles
ls_c07_frame.html

Internet Resource
What are the Principles of Adult Learning
http://www.med.monash.edu.au/faculty/cpme/articles/adult_learning.htm

Internet Resource
Principles of Adult Learning – 1
http://www.hcc.hawaii.edu/intranet/committees/FacDevCom/guidebk/teachtip/adults-2.htm

Internet Resource
Principles of Adult Learning – 2
http://www.teachermentors.com/RSOD Site/StaffDev/adultLrng.HTML

Content Chunk
How Learning Styles Affect Learning Plans
ls_c08_frame.html

Internet Resource
Index of Learning Styles Questionnaire
http://www2.ncsu.edu/unity/lockers/users/f/felder/public/ILSdir/ilsweb.html

Content Chunk
Learning Opportunities
ls_c09_frame.html

Internet Resource
Various Ideas for Learning Activities and Documentation of Results
http://www.mapnp.org/library/trng_dev/methods/methods.htm

Internet Resource
Ways of Looking at Training and Development Processes
http://www.mapnp.org/library/trng_dev/ways/ways.htm

To complete the third task, the learner will access the following learning resources:

Learning Resource Material
Name of Resource
File Name

Content Chunk
What is a Learning Plan
ls_c05_frame.html

Content Chunk
Developing a Learning Plan
ls_c06_frame.html

To complete the fourth task, the learner will access the following learning resources:

Learning Resource Material
Name of Resource
File Name

Content Chunk
Learning Resources
ls_c10_frame.html

Tool/Template
Learning Activities Preparation Checklist template
Learning Activities Preparation Checklist.doc

Content Chunk
Managing Learning Activities
ls_c11_frame.html

Content Chunk
Mentoring and Coaching Systems
ls_c19_frame.html

Internet Resource
The Mentoring Process
http://billslater.com/mentoring/index.htm

Internet Resource
Big Dog’s Performance Coaching Page
http://www.nwlink.com/~donclark/perform/coach.html

Internet Resource
Call Centre Productivity
http://www.callcentres.com.au/coaching1.htm#Coaching Culture

Content Chunk
Coaching Model
ls_c20_frame.html

Content Chunk
Using Demonstrations
ls_c21_frame.html

To complete the fifth task, the learner will access the following learning resources:

Learning Resource Material
Name of Resource
File Name

Content Chunk
How is Competency Determined?
ls_c12_frame.html

Tool/Template
Task Analysis template
Task Analysis Template.doc

Content Chunk
Assessment
ls_c13_frame.html

Internet Resource
Ways to Assess Learning Progress
http://gcinfo.gc.maricopa.edu/~gcis/Jul-1996/0010.html

Content Chunk
Developing an Assessment Tool
ls_c14_frame.html

Internet Resource
HR Tools – Assessing Competency
http://www.agr.ca/hr/hrtools/assessm.html

Content Chunk
Formal Assessment Processes
ls_c15_frame.html

Tool/Template
Formal Assessment Processes Meeting - Transcript
Transcript_Formal Assessment Processes.doc

Content Chunk
Conducting a Formal Feedback Session
ls_c16_frame.html

Content Chunk
Rewarding Employees
ls_c23_frame.html

Internet Resource
How to Reward Employees
http://psychology.about.com/c/ht/00/07/How_Reward_Employees0962935015.htm?

Internet Resource
Performance Management Rewards
http://www.p-management.com/reward.htm

Content Chunk
Appeals Process
ls_c18_frame.html

To complete the sixth task, the learner will access the following learning resources:

Learning Resource Material
Name of Resource
File Name

Content Chunk
Working With Your Training Specialist
ls_c26_frame.html

Content Chunk
Recording Learning Activities
ls_c27_frame.html

Content Chunk
Monitoring Learning Retention
ls_c24_frame.html

Internet Resource
Improving Student Retention in Adult Education Programs: Determining Retention Rates
http://www.aceofflorida.org/inservice/region3/retention/comp2a.html

Internet Resource
Evaluating Training and Results
http://www.mapnp.org/library/trng_dev/evaluate/evaluate.htm

Content Chunk
Evaluating the Learning
ls_c25_frame.html

Internet Resource
Questionnaire
http://mime1.marc.gatech.edu/MM_Tools/Ques.html

Internet Resource
Interview Protocol
http://mime1.marc.gatech.edu/MM_Tools/IP.html

Internet Resource
Evaluating Training
http://home.att.net/~nickols/evaluate.htm

Internet Resource
Evaluation of Training
http://www.ispi-atlanta.org/Evaluation.htm

These learning resource materials relate directly to the endorsed competencies for the Certificate III and IV in Telecommunications (Call Centres).  

Overview of “Try This” Activities

Task One - Investigate the Training Need

Resource
Task
What learners will submit

Create a Learning Environment
Discussion Group Task, Learning Environments, in the Breakout Room
Learners will discuss, with their peers, the ways in which an organisation can change their culture to facilitate a learning environment. 

Task Two - Investigate Learning Opportunities

Resource
Task
What learners will submit

How Learning Styles Affect Learning Plans 
Team members complete online assessment of their learning styles.
The learner reports on the interpretations of the team members’ learning styles.

Surname_LS_learningstyles_rep.doc

Task Three - Construct a Learning Plan

No “Try This” activities for this Task.

Task Four - Implement the Plan

Resource
Task
What learners will submit

Learning Resources
Develop a Learning Resource Checklist
The learner lists the tasks that need to be completed in preparation for running a learning opportunity.

Surname_LS_resourceschecklist_temp.doc

Task Five - Assess the Learner/Learning

Resource
Task
What learners will submit

How is Competency Determine?
Complete a Task Analysis
Learners will save their Task Analysis to their Learning Strategy Portfolio and email a copy to you for feedback.

Surname_LS_taskanalysis_temp.doc

Formal Assessment Processes
Document ideas for facilitating an effective formal assessment process
Working with a B&B for Busy Bodies( scenario the learner will need to think about how they could facilitate an open assessment process.

Learners will save the documentation of their ideas to their Learning Strategy Portfolio and email a copy to a fellow learner for feedback.

Surname_LS_Formal Assessment Processes_rep.doc

Conducting a Formal Feedback Session
Document a feedback meeting agenda and discussion points.
Working with a B&B for Busy Bodies( scenario the learner will create two documents:

Surname_LS_feedbackagenda_rep01.doc

Surname_LS_feedbackdiscussion_rep02.doc

Appeals Process
Research Appeals Processes
Working with a B&B for Busy Bodies( scenario the learner will need to research the appeals process in their workplace (or educational institution).

Learners will document the information they locate, save it to their Learning Strategy Portfolio and email a copy to a fellow learner for feedback.

Surname_LS_appealsprocess_rep.doc

Rewarding Employees
Investigate non-monetary reward schemes
Working with a B&B online( scenario the learner will need to investigate employee reward schemes.

The learner will develop their own scheme, to fit the scenario provided, save it to the Learning Strategy Portfolio and email a copy to you for feedback. 

Surname_LS_rewardingemployees_rep.doc





Task Six - Evaluate the Learning

Resource
Task
What learners will submit

Recording Learning Activities
Investigate systems for investigating learning activities
The learner will research the systems (including manual systems) available for the recording of learning activities.


Discussion Group Task, Recording Learning Activities, in the Breakout Room
Learners will discuss, with their peers, 

Monitoring Learning Retention
Develop strategies for monitoring the retention of learning
Working with a B&B online( scenario the learner will need to develop strategies for reinforcing learning and monitoring the retention of learning.

The learner will document their ideas, save the document to their Learning Strategy Portfolio and email a copy to a fellow learner for feedback.

Surname_LS_learningretention_rep.doc





Breakout Room Discussion Topics

Topic
Subjects and Scenarios presented for discussion.

Learning Environment
Learners will post their ideas for improving the learning culture in the scenario provided in ‘Create a Learning Environment’

Learning Opportunities
Learners will post the learning resources they have located when researching the activities available for a specific learning requirement in their workplace.  If the learner is not currently employed in a Customer Contact Centre they can research and discuss a personal learning need.

Recording Learning Activities
Learners will discuss the processes they have located, through research, for recording learning activities in the workplace.

Learning Strategy – Competency

ICTTC237A  - Contribute to the development of a learning culture within the call centre team environment.

Development Project Overview
Elements Addressed
Performance Criteria Addressed

1. Investigate the Training Need


Create Learning Opportunities
Workplace environments that facilitate learning are developed and supported

Training needs are identified and analysed in relation to individual, team and enterprise requirements.


Facilitate and promote learning.
Benefits of learning are shared with others in the team.

2. Investigate Suitable Learning Opportunities


Create Learning Opportunities
Learning plans reflect the diversity of needs and learning opportunities


Facilitate and promote learning.
Workplace activities are used as opportunities for learning.

3. Construct the Learning Plan


Create Learning Opportunities
Learning plans are developed as an integral part of team and individual performance.

4. Implement the Plan
Create Learning Opportunities
Resources needed for training are identified and organised so that they are available when required.

Contingency plans are developed to manage learning activities in situations in which resources are limited.


Facilitate and promote learning.
Coaching and mentoring contributes effectively to development of workplace knowledge, skills and attitudes

5. Assess the Learner/Learning
Assess workplace competence
Plans are prepared to assess workplace competence.

Assessment instruments are developed to assess member performance

Assessment is conducted according to agreed procedures and processes

Feedback is provided to individuals being assessed to ensure that they are fully informed of outcomes and subsequent action should they be deemed not yet competent.

Individual is supported in the event of appeal against the assessment


Facilitate and promote learning.
Workplace achievement is recognised by timely and appropriate recognition, feedback and reward.

6. Evaluate the Learning
Monitor and improve learning effectiveness
Performance of team members is monitored to determine the type and extent of additional work based support

Feedback from team members is used to identify and introduce improvements in future learning arrangements

Adjustments negotiated with training development specialists’ results in improvements in efficiency and effectiveness of learning.

Records and reports of competency are documented and maintained within the enterprise systems and procedures

Customer Service

Develop a Customer Service Plan

This Development Project covers the competency:

ICTTC233A - Lead a call centre team delivering quality customer service.

Development Project Overview

The Customer Service Development Project requires the learner to find out the needs of the customer and develop a plan outlining strategies that will meet the identified needs.

In order to complete this Development Project, the learner is required to complete four main tasks, namely:

· Identify Customer Requirements

· Quality Customer Service

· Manage Your Customer Service Team

· Ensure Ongoing Service Excellence

Identify Customer Requirements

In the first task “Identify Customer Requirements”, the learner will interview three people who work in a corporate environment to find out what their needs when booking work-related accommodation. These needs are then prioritised and suggestions made as to how B&B online( could meet the needs.

Learners will save the Task as: Surname_CS_customer_requirements.doc.

Quality Customer Service

In the second task “Quality Customer Service”, the learner will gain an understanding of how excellent customer service can be provided by a service provider. Topics covered include value adding, managing customer expectations and handling customer complaints.

Manage Your Customer Service Team

In the third task “Manage Your Customer Service Team”, the learner will gain an understanding of how serving customers can impact those who provide the service. The learner will gain the skills and knowledge to support their team members and will document ways that this can be achieved.

Learners will send you an email titled: Supporting a Team Member.

Ensure Ongoing Service Excellence

In the fourth task “Ensure Ongoing Service Excellence”, the learner will gain an understanding of the techniques used to maintain a high level of customer service.  Learners will write a report outlining a suggested method for gaining customer feedback during or after a call is made to B&B online(.

Learners will save the Task as: Surname_CS_feedback_process.doc.

Once the learner has completed these four main activities, the learner is required to develop a Customer Service Plan based on all of the information that they have learned whilst completing the learning resources and reinforcement activities.

Learning Resources

The learner is provided with a number of learning resource materials that assist them to complete the Development Projects and activities.

The following tables show the resources that are available to assist learners to complete this Development Project. At regular intervals some of the content, especially the web links, will need to be checked to ensure they are still working.

To complete the first task, the learner will access the following learning resources:

Learning Resource Material
Name of Resource
File Name

Content Chunk
Who is Your Customer?
cs_c01_frame.html

Internet Resource
Who is Your Customer?
http://www.affinityservice.com/article_2.html

Content Chunk
Identifying Customer Needs
cs_c02_frame.html

Content Chunk
Assessing Customers Needs
cs_c03_frame.html

Content Chunk
Prioritising to Meet Customer Needs
cs_c04_frame.html

Internet Resource
The customer-driven organisation
http://www.leanservice.com/customer.htm

Content Chunk
Planning to Meet Customer Needs
cs_c05_frame.html

Content Chunk
Planning*
cs_c05a.html

Tool/Template
Improvement Planning Tool
ImprovementPlanningTool.doc

*The learning resource “Planning to Meet Customer Needs” contains a link to a secondary content chunk titled “Planning”. The learner may access this content chunk more than once in the Call Centre Leadership Toolbox.

To complete the second task, the learner will access the following learning resources:

Learning Resource Material
Name of Resource
File Name

Content Chunk
Customer Service Excellence
cs_c06_frame.html

Internet Resource
Customer Service Quiz
http://www.mnnewspapernet.org/MNF%20Quiz/quiz.html

Tool/Template
Delivering Excellent Service Checklist
cs_c06_chklst.html

Content Chunk
Building Customer Relationships
cs_c07_frame.html

Content Chunk
Value Adding
cs_c08_frame.html

Internet Resource
Identifying Your Value Added factor
Identifying Your Value Added Factor


Listening Skills*
cs_c08a.html


Questioning Techniques*
cs_c08b.html

Content Chunk
The Changing Face of Customer Service
cs_c09_frame.html

Content Chunk
Managing Customer Expectations
cs_c10_frame.html

Content Chunk
Problem Solving
cs_c20_frame.html

Internet Resource
The PBL Model
http://www.cotf.edu/ete/pbl.html

Content Chunk
Managing Customer Complaints
cs_c18_frame.html

Internet Resource
Complaints
http://www.telstra.com.au/contact/complain.htm

Internet Resource
Customer Service Guarantee
http://www.aca.gov.au/consumer/csg_index.htm

Internet Resource
Managing Consumer Complaints
http://strategis.ic.gc.ca/SSG/ca00873e.html

*The learning resource “Value Adding” contains two links to secondary content chunks titled “Listening Skills” and “Questioning Techniques”. The learner may access these content chunks more than once in the Call Centre Leadership Toolbox.

To complete the third task, the learner will access the following learning resources:

Learning Resource Material
Name of Resource
File Name

Content Chunk
Supporting Your Team
cs_c12_frame.html

Content Chunk
Encouraging Team Development*
cs_c12b.html

Content Chunk
Giving and Receiving Feedback*
cs_c12a.html

Content Chunk
Developing Business Writing Skills
cs_c13_frame.html

Internet Resource
How to Improve the Quality of Your Writing
http://www.geocities.com/Eureka/Office/2655/howtowrite.html

Internet Resource
Business Letters
http://englishplus.com/grammar/00000147.htm

Internet Resource
Professionalism Ethics and Courtesy on the Net
http://www.easytraining.com/networking.htm

Internet Resource
Why You Absolutely Must Learn Internet Etiquette
http://www.smithfam.com/news/jan01c.html

Internet Resource
A Beginners Guide to Effective Email
http://enterprise.powerup.com.au/htmlxp/pu/emailhow.htm

Internet Resource
Apology for the conduct of an employee
http://www.business-letters.comt/sampleletter1.htm

Content Chunk
Managing Stress
cs_c14_frame.html

Internet Resource
Coping Skills Inventory
http://www.queendom.com/tests/coping.html

Internet Resource
How to Master Stress
http://www.mindtools.com/smpage.html

Content Chunk
Rewarding Performance
cs_c15_frame.html

Internet Resource
Employee Reward Systems
http://www.mapnp.org/library/emp_perf/rewards/rewards.htm

*The learning resource “Supporting Your team” contains two links to secondary content chunks titled “Encouraging Team Development” and “Giving and Receiving Feedback”. The learner may access these content chunks more than once in the Call Centre Leadership Toolbox.

To complete the fourth task, the learner will access the following learning resources:

Learning Resource Material
Name of Resource
File Name

Content Chunk
Customer Service Standards
cs_c11_frame.html

Internet Resource
SMART Criteria for Service Standards
http://www.virtualed.org/training/courses/cu1/cuf027.htm


Performance Measures*
cs_c11a.html

Content Chunk
Obtaining Service Feedback
cs_c17frame.html

Content Chunk
Monitoring Service Quality
cs_c16frame.html


Call Quality Monitoring
http://www.callcentres.net/topframe

Content Chunk
Managing Resources
cs_c19frame.html

Content Chunk
Managing Records
cs_c11_frame.html

Content Chunk
Communicating Improvement Information
cs_c2_frame.html

*The learning resource “Customer Service Standards” contains a link to a secondary content chunk titled “Performance Measures”. The learner may access this content chunk more than once in the Call Centre Leadership Toolbox.

These learning resource materials relate directly to the endorsed competencies for the Certificate III and IV in Telecommunications (Call Centres).  

Overview of the “Try This” Activities

Task One - Identify Customer Requirements

Resource
Task
What learners will submit

Who is Your Customer?
List external customers
Learners will save their work to their Customer Service Portfolio.

Surname_CS_Customers_list.doc


Open previously saved list and add a list of Internal Service Providers; those who provide service to you.
Learners will resave their work to their Customer Service Portfolio and email a copy to you for feedback.

Surname_CS_Customers_list.doc

Identifying Customer Needs
Discussion Group Task in the Breakout Room: Identifying Customer Needs
Discuss whether organisations meet the four basic customer needs: Need to be understood, feel welcome, feel important and need for comfort.


The learner uses RATER Element tool to list what the customer’s needs are for organisation they work for or B&B online.
Learners will save their work to their Customer Service Portfolio.

No submission


Review company customer feedback information and answer questions about how the feedback was obtained and how it is used.

Add any additional needs to RATER Elements table
Learners will email you with their findings.

Learners will save their work to their Customer Service Portfolio.

Surname_CS_customer_requirements.doc

Assessing Customer Needs
Learner refers to RATER Elements table. Learner interviews a colleague who is asked to prioritise previously identified needs.
Learners will save their work to their Customer Service Portfolio.



Prioritising to Meet Customer Needs
Learner refers to RATER Elements table. Learner rates how well he or she thinks the company they work for meets the identified customer needs
Learners will save their work to their Customer Service Portfolio.


Learner refers to the completed RATER Elements table and lists possible service improvements that could be made.
Learners will save their work to their Customer Service Portfolio.

Surname_CS_RATER__temp.doc


Learner plots improvements onto a Priority Matrix according to how important the improvement is and how easy or difficult it is to fix.
Learners will save their work to their Customer Service Portfolio and email the RATER Elements table, the list of improvements and the Priority Matrix to you for feedback.

Surname_CS_Prioritymatrix_temp.doc

Email: Customer Service Excellence

Task Two - Quality Customer Service

Resource
Task
What learners will submit

Customer Service Excellence
Discussion Group Task in the Breakout Room: Customer Service Excellence
Learners will discuss what excellent customer service means to them, giving examples.


Complete the Customer Service Quiz
No submission


Complete the Delivering Service Quality Checklist. On completion of the checklist, the learner will identify any areas for improvement
Learners will email you to discuss any identified areas for improvement

Surname_CS_Improvements_temp.doc

Building Customer Relationships
Discussion Group Task in the Breakout Room: Building Customer Relationships
Learners will discuss how customer relationships are created in the company they work for.

Value Adding
Discussion Group Task in the Breakout Room: Value Adding
Learners will discuss how companies value add and any ideas how the company they work for could value add.

The Changing Face of Customer Service
Discussion Group Task in the Breakout Room: The Changing Face of Customer Service
Learners will discuss the impact of technology on customer service.

Managing Customer Expectations
Learner will consider how to manage customer expectations after reading a B&B online scenario.
Learner will email you with their suggestions

Email: Managing Customer Expectations

Problem Solving
After reading a B&B online scenario, suggest a solution to a problem.
Learner will email you with their solution

Email: Problem Solving

Managing Customer Complaints
After listening to or reading a transcript of an angry customer at B&B online, learner will consider how to respond to the customer
Learner will email you with their suggestions

Email: Managing Customer Complaints


Learner will track a complaints process.
No submission

Task Three - Manage Your Customer Service Team

Resource
Task
What learners will submit

Supporting Your Team
Learner will read B&B online giving feedback scenario and choose an appropriate response.
No submission

Develop Business Writing Skills
Adapt a sample letter to meet a given B&B scenario.
Learners will save their work to their Customer Service Portfolio and email to a fellow learner for feedback.

Customer Contact Centre Stress
Complete a Coping Skills Inventory
No submission


Discussion Group Task in the Breakout Room: Customer Contact Centre Stress
Learners will discuss ways that they can assist their team members to reduce stress

Rewarding Performance
Discussion Group Task in the Breakout Room: Rewarding Performance
Learners will discuss ways in which they could reward their team

Task Four – Ensure Ongoing Service Excellence

Resource
Task
What learners will submit

Customer Service Standards
Learner will access the SMART Criteria for Service Standards web site and complete the multiple chice questions.

Then the learner should obtain a company standard to ensure it is written using SMART criteria or write a SMART standard
Learner will email you with their SMART standard.

Email: Customer Service Standards

Obtaining Service Feedback
Learner will draw a flowchart to illustrate a process for handling customer suggestions and praise.
Learners will save their work to their Customer Service Portfolio and email to a fellow learner for feedback.

Monitoring Service Using Systems and Technology
Learner will monitor calls using a QA checklist and answer questions about whether the QA checklist was easy to use.
Learner will email you with their responses.

Email: Monitoring Service Using Systems and Technology


Discussion Group Task in the Breakout Room: Monitoring Service
Learners will discuss how quality can be monitored on emails.

Managing Records
Learner will find out how company manages customer complaints records or how B&B online could manage emailed customer complaints.
No submission

Communicating Improvement Information
Using a given B&B online scenario, learner will consider how to communicate an improved process to the team
Learners will save their work to their Customer Service Portfolio and email to a fellow learner for feedback.

Breakout Room Discussion Topics

Topic
Subjects and Scenarios presented for discussion.

Who is Your Customer?
Learners will discuss how changes to an organisation have affected its customers.

Identifying Customer Needs
Discuss whether organisations meet the four basic customer needs: Need to be understood, feel welcome, feel important and need for comfort.

Customer Service Excellence
Learners will discuss what excellent customer service means to them, giving examples.

Building Customer Relationships
Learners will discuss how customer relationships are created in the company they work for.

Value Adding
Learners will discuss how companies value add and any ideas how the company they work for could value add.

The Changing Face of Customer Service
Learners will discuss the impact of technology on customer service.

Customer Contact Centre Stress
Learners will discuss ways that they can assist their team members to reduce stress

Rewarding Performance
Learners will discuss ways in which they could reward their team

Monitoring Service
Learners will discuss how quality can be monitored on emails.

Customer Service – Competency

ICTTC233A - Lead a call centre team delivering quality customer service.

Development Project Overview
Elements Addressed
Performance Criteria Addressed

1. Identify Customer Requirements
Plan to meet internal and external customer requirements.
Needs of customer are researched, understood and assessed and included in the planning process

Provision is made in plans to achieve quality, time and cost specifications agreed with the customer.

2. Provide Quality Customer Service
Ensure delivery of quality products and services
Products and services are delivered to customer specification within quality, time, cost and resource parameters

Team and individual performances consistently meet quality, safety, resource and delivery standards


Monitor, adjust and report customer service
Decisions to overcome problems with product/service are taken in consultation with enterprise designated person/group.

3. Manage Your Customer Service Team


Ensure delivery of quality products and services
Coaching, mentoring assists team members overcome difficulty in meeting customer service standards.

4. Ensure Ongoing Service Excellence


Monitor, adjust and report customer service
Systems and technology are used to monitor progress in achieving product/service targets and standards

Customer feedback is sought and used to improve provision product and service delivery

Resources are used effectively and efficiently to provide quality products/services to the customer.

Adjustments are made to product/service and those who have a role in their planning and delivery are informed of changes.

Records, reports and recommendations are managed within enterprise systems and processes.

Continuous Improvement

Develop a Continuous Improvement Action Plan

This Development Project covers the competency:

ICTTC235A – Implement and monitor quality and continuous improvement systems and processes

Development Project Overview

The Develop a Continuous Action Plan Development Project requires the learner to identify an area for service improvement and report what the current system is and how it could be improved. The report should also include how the improvement could be implemented and evaluated.

In order to complete this Development Project, the learner is required to complete four main tasks, namely:

· Gain Commitment to Improve

· Identify Improvements

· Evaluate Performance

· Encourage Ongoing Improvements

Gain Commitment to Improve

In the first task “Gain Commitment to Improve”, the learner will gain an understanding of how companies improve the quality of their service or product and what the Team Leader’s role is in the continuous improvement process.

Learners will save the Task as: Surname_CI_commitment_list.doc.

Identify Improvements

In the second task “Identify Improvements”, the learner will gain an understanding of how productivity can be improved by analysing a process and identifying inefficiencies. The learner then identifies an improved process, also considering the cost of the improvement and how the improvement could be communicated to team members.

Learners will save the Task as: Surname_CI_workflow_diag.doc.

Evaluate Performance

In the third task “Evaluate Performance”, the learner will gain an understanding of the tools and methods that companies use to evaluate how well they are performing and how they can be used to improve customer service.

Learners will save the Task as: Surname_CI_evaluation_rep.doc.

Encourage Ongoing Improvements

In the fourth task “Encourage Ongoing Improvements”, the learner will gain an understanding of how teams can be used to maintain productivity and how documenting and maintaining records offers opportunities to learn from past efforts.

Learners will send you an email titled: Encouraging Ongoing Improvements.

Once the learner has completed these four main activities, the learner is required to construct a Continuous Improvement Action Plan based on all of the information that they have learned whilst completing the learning resources and reinforcement activities.

Learning Resources

The learner is provided with a number of learning resource materials that assist them to complete the Development Projects and activities.

The following tables show the resources that are available to assist learners to complete this Development Project. At regular intervals some of the content, especially the web links, will need to be checked to ensure they are still working.

To complete the first task, the learner will access the following learning resources:

Learning Resource Material
Name of Resource
File Name

Content Chunk
What is Continuous Improvement?
ci_c01_frame.html

Content Chunk
An Improving Company
ci_c03_frame.html

Content Chunk
Supporting Your Company's Quality Initiative
ci_c06_frame.html

Content Chunk
Communicating Continuous Improvement
ci_c016_frame.html

Content Chunk
Encouraging Quality Teams
ci_c02_frame.html

Internet Resource
Gary: Turning Supervision into the Opportunity of a Lifetime
http://www.workforce.com/archive/article/000/76/86.xci

Internet Resource
How to Build Quality into Your Team
http://www.ee.ed.ac.uk/~gerard/Management/art3.html

To complete the second task, the learner will access the following learning resources:

Learning Resource Material
Name of Resource
File Name

Content Chunk
Quality Improvement Strategy
ci_c15_frame.html

Internet Resource
PDCA Cycle
http://www.hci.com.au/hcisite/Toolkit/pdcacycl.htm#Plan-Do-Check-Act

Internet Resource
Condensation of the 14 Points for Management
http://www-caes.mit.edu/products/deming/14-points.html

Content Chunk
Analysing Productivity
ci_c04_frame.html

Internet Resource
Workflow Map
http://www.nyu.edu/classes/kropf/workflow.htm

Tool/Template
Flowchart
Flowchart.ppt

Internet Resource
Call Centres
http://www.callcentres.net/

Internet Resource
Honeywell: Six Sigma Plus
http://www.myplant.com/images/commerceSamples/6Sigmapdfs/NewWebPageText.doc

Content Chunk
The Cost of Quality
ci_c05_frame.html


The Cost of Quality Revisited
http://www.qualitydigest.com/apr/godfrey.html


The Cost of Quality - Part 2
http://www.qualitydigest.com/may/godfrey.html


Effective Methods for Measuring the Cost of Poor Quality
http://www.sandholm.se/artiklar/effective.html

Content Chunk
Helping Your Team To Improve
ci_c07_frame.html

Internet Resource
Snapshots of Business Coaching Successes
http://www.coachingnetwork.org.uk/ResourceCentre/CaseStudies/KieranDuignan1.htm

To complete the third task, the learner will access the following learning resources:

Learning Resource Material
Name of Resource
File Name

Content Chunk
World’s Best Practices
ci_c08_frame.html

Internet Resource
TARP 1997 Teleservice Benchmark Studies
http://www.callcentres.com.au/tarp1997Overview.htm#TARP Overview

Internet Resource
Internet Resources for Best Practice Management
http://www.library.unisa.edu.au/internet/pathfind/bestprac.htm

Internet Resource
World Best Quality and World Best Practice Resources
http://www.worldbestquality.com/links.htm

Content Chunk
Continuous Improvement Tools
ci_c09_frame.html

Internet Resource
The Quality Tools Cookbook
http://curiouscat.net/cgi-bin/guides/qglink.cfm?URL=http://www.sytsma.com/tqmtools/tqmtoolmenu.html

Content Chunk
Improving Customer Service
ci_c10_frame.html

To complete the fourth task, the learner will access the following learning resources:

Learning Resource Material
Name of Resource
File Name

Content Chunk
Improving Team Productivity
ci_c11_frame.html

Content Chunk
Communicating the Benefits of Improvement
ci_c12_frame.html

Content Chunk
Identifying Improvements from Performance Documents
ci_c13_frame.html

Content Chunk
Maintaining Documentation
ci_c14_frame.html

Internet resource
Quality Assurance
http://cted.inel.gov/cted/rfhtm/gtbsgch4.htm

These learning resource materials relate directly to the endorsed competencies for the Certificate III and IV in Telecommunications (Call Centres).

Overview of the “Try This” Activities

Task One - Gain Commitment to Improve

Resource
Task
What learners will submit

What is Continuous Improvement?
Discussion Group Task in the Breakout Room: Continuous Improvement
Learners will discuss their perceptions of quality work or service and the benefits to the customer when a company offers high quality.


Learner will complete the Service Quality Quiz
No submission

An Improving Company
Learner will obtain their company’s Vision, Mission and Values statements to check commitment to quality
Learners will save their work to their Continuous Improvement Portfolio and email a copy to you for feedback.

Surname_CI_Mission_rep.doc

Supporting Your Company’s Quality Initiative
Suggest ways to turn a customer’s improvement idea into practice.
Learners will save their work to their Continuous Improvement Portfolio and email a copy to you for feedback.

Surname_CI_Improvement ideas_lists.doc

Encouraging Quality Teams
Identify a service target that could be raised and set a higher one.
Learners will save their work to their Continuous Improvement Portfolio and email a copy to you for feedback.

Email: Encouraging Quality Teams

Task Two - Identify Improvements

Resource
Task
What learners will submit

Analysing Productivity
Conduct a personal productivity analysis.
No submission

The Cost of Quality
Discussion Group Task in the Breakout Room: The Cost of Quality
Learners will discuss whether the focus of their company is on acquiring new customers or retaining current customers.

Task Three - Evaluate Performance

Resource
Task
What learners will submit

World’s Best Practices
Discussion Group Task in the Breakout Room: World’s Best Practices
Learners will discuss how B&B online’s KPIs could be refocused to reflect world’s best practices.

Continuous Improvement Tools
Use a continuous improvement tool to support a request for an additional staff member at B&B online.
Learners will save their work to their Continuous Improvement Portfolio and email a copy to you for feedback.

Surname_CI_Improvementtools_rep.doc


Discussion Group Task in the Breakout Room: World’s Best Practices
Learners will discuss what information in a Customer Contact Centre that is specifically used for continuous improvement.

Improving Customer Service
Learner will consider how service has improved through continuous improvement processes and how the new process was communicated to the customer.
Learners will email a fellow learner with their ideas.

Task Four - Encourage Ongoing Improvements

Resource
Task
What learners will submit

Improving Team Productivity
Learner will identify ways that the skills of the team could be better used to improve productivity.
Learner will email you with their ideas

Email: Improving Team Productivity

Communicating the Benefits of Improvement
Discussion Group Task in the Breakout Room: Communicating the Benefits of Improvement
Learners will discuss how they feel when new processes are introduced and whether they feel differently if the new improvement has a direct benefit to them.

Identifying Improvements from Performance Documents
After reading a B&B online scenario, learners will suggest ways to improve a situation
Learners will email a fellow learner with their ideas.

Maintaining Documentation
Discussion Group Task in the Breakout Room: Maintaining Documentation
Learners will discuss how documentation is stored in the company they work for.

Breakout Room Discussion Topics

Topic
Subjects and Scenarios presented for discussion.

Continuous Improvement
Learners will discuss their perceptions of quality work or service and the benefits to the customer when a company offers high quality.

The Cost of Quality
Learners will discuss whether the focus of their company is on acquiring new customers or retaining current customers.

World’s Best Practices
Learners will discuss hoe B&B online’s KPIs could be refocused to reflect world’s best practices.

Continuous Improvement Technology
Learners will discuss what information in a Customer Contact Centre that is specifically used for continuous improvement.

Communicating the Benefits of Improvement
Learners will discuss how they feel when new processes are introduced and whether they feel differently if the new improvement has a direct benefit to them.

Maintaining Documentation
Learners will discuss how documentation is stored in the company they work for.

Continuous Improvement – Competency

ICTTC235A – Implement and monitor quality and continuous improvement systems and processes

Development Project Overview
Elements Addressed
Performance Criteria Addressed

1. Gain Commitment to Improve
Implement continuous improvement systems and processes
Team members are actively encouraged and supported to participate in decision making processes and to assume responsibility and authority

Enterprise continuous improvement processes are communicated to team members

2. Analyse Workflows and Identify Improvements
Implement continuous improvement systems and processes
Problems and issues are analysed and resolved appropriately, promptly and decisively.

Personal commitment to and participation in a wide variety of continuous improvement activities are achieved

Mentoring and coaching are provided to assist team members implement quality and continuous improvement processes

3. Evaluate Performance
Monitor, adjust and report performance
Systems and technology are used to monitor progress and to identify ways in which planning and operations can be improved

Customer service is strengthened through the use of continuous improvement techniques and processes

4. Encourage Ongoing Improvements
Monitor, adjust and report performance
Plans are adjusted and communicated to those who have a role in their development and implementation


Consolidate opportunities for further improvement
Team members are informed of savings and productivity improvements resulting from quality systems

Work performance is documented and the information is used to identify opportunities for further improvement

Records, reports and recommendations for improvement are managed within enterprise systems and processes

Change Management

Plan a Change Management Strategy

This Development Project covers the competency:

ICTTC236A – Facilitate and capitalise on change and innovation

Development Project Overview

The Plan a Change Management Strategy Development Project requires the learner to write a report outlining a plan to introduce a change to the B&B for Busy Bodies team. The plan will include how the change will be introduced to the team, the anticipated resistance from the team, creative ways to solve some of the change issues and how the change will be evaluated.

In order to complete this Development Project, the learner is required to complete four main tasks, namely:

· Planning for Change

· Supporting Your Team

· Encouraging Innovation

· Measuring the Success of Change

Planning for Change

In the first task “Planning for Change”, the learner will gain an understanding of the planning process involved in introducing a change to an organisation and to individual teams.

Learners will save the Task as: Surname_CM_Planning_rep.doc.

Supporting Your Team 

In the second task “Supporting Your Team”, the learner will gain an understanding of the importance of communication in the process of change. The behaviours that people often feel and display when going through change and how a Team Leader can support their team during this process is also discussed.

The learners will send you an email titled: Supporting Your Team Through Change.

Encouraging Innovation

In the third task “Encouraging Innovation” the learner will gain an understanding of how creative thinking can be used to effectively find solutions to problems, which, in turn, leads to change. The risks, or costs, of change are also discussed.

Learners will save the Task as: Surname_CM_Kitchenideas_rep.doc.

Measuring the Success of Change

In the Fourth task “Measuring the Success of Change” the learner will gain an understanding of the importance of evaluating the change that has been made to ensure the change was successful and to continuously improve on the change if required.

Learners will save the Task as: Surname_CM_Kitchensystem.doc.

Once the learner has completed these four main activities, the he or she is required to Plan a Change Management Strategy based on all of the information that they have learned whilst completing the learning resources and reinforcement activities.

Learning Resources

The learner is provided with a number of learning resource materials that assist them to complete the Development Projects and activities.

The following tables show the resources that are available to assist learners to complete this Development Project. At regular intervals some of the content, especially the web links, will need to be checked to ensure they are still working.

To complete the first task, the learner will access the following learning resources:

Learning Resource Material
Name of Resource
File Name

Content Chunk
Why Change?
cm_c01_frame.html

Tool/Template
Change Table
Change Table.doc

Content Chunk
Change Readiness
cm_c02_frame.html

Tool/Template
Change Readiness Assessment
Readiness Assessment.doc

Content Chunk
Organisational Strategies for Introducing Change
cm_c03_frame.html

Internet Resource
Bouncing Back
http://humanresources.about.com/careers/humanresources/gi/dynamic/offsite.htm?site=http://www.odrinc.com/inter/news/delta.html

Internet Resources
Leading Transition: A New Model for Change
http://www.pfdf.org/leaderbooks/l2l/spring2000/bridges.html

Content Chunk
Team Leader’s Role in Change
cm_c04_frame.html

Tool/Template
Change Table
Change Table.doc

Internet Resource
The Leadership Change Competency Best Practices
http://www.changecentral.com/bestleadership.html

To complete the second task, the learner will access the following learning resources:

Learning Resource Material
Name of Resource
File Name

Content Chunk
Introducing Change to the Team
cm_c06_frame.html

Content Chunk
Selling Change
cm_c07_frame.html

Content Chunk
Coping with Change
cm_c05_frame.html

Internet Resource
Another Reason Why Companies Resist Change
http://www.strategy-business.com/briefs/96101/

Tool/Template
Strategies to Facilitate Change
Strategies to Facilitate Change.doc

Content Chunk
Responding Effectively to Change
cm_c12_frame.html

Content Chunk
Develop New Skills
cm_c13_frame.html

Content Chunk
How Competency is Determined*
cm_c13a_frame.html

*The learning resource “Develop New Skills” contains a link to a secondary content chunk titled “How Competency is Determined”. The learner may access this content chunk more than once in the Call Centre Leadership Toolbox.

To complete the third task, the learner will access the following learning resources:

Learning Resource Material
Name of Resource
File Name

Content Chunk
Creative Thinking
cm_c08_frame.html

Internet Resource
Lateral Thinking Puzzles
http://encyclozine.com/Puzzle/Lateral/

Internet Resource
Preparing for a Successful Brainstorming Session
http://www.brainstorming.co.uk/tutorials/preparingforbrainstorming.html

Internet Resource
Improving Your Creative Thinking Skills
http://www.braincourse.com/creathinka.html

Internet Resource
Tutorial on Creativity, Brainstorming and Innovation
http://www.infinn.com/creative.html

Content Chunk
Creative Environments
cm_c09_frame.html

Internet Resource
Innovation and Initiative*
cm_c09_1.html

Content Chunk
Creativity Web: Resources for Creativity and Innovation
http://www.ozemail.com.au/~caveman/Creative/index2.html

Content Chunk
Creative Resource Management
cm_c11_frame.html

Content Chunk
Risk Assessment
cm_c10_frame.html

*The learning resource “Creative Environments” contains a link to a secondary content chunk titled “Innovation and Initiative”. The learner may access this content chunk more than once in the Call Centre Leadership Toolbox.

To complete the fourth task, the learner will access the following learning resources:

Learning Resource Material
Name of Resource
File Name

Content Chunk 
Customer Reaction to Change
cm_c14_frame.html

Content Chunk 
Responding to the Changing Market
cm_c15_frame.html

Content Chunk 
Evaluating Change
cm_c16_frame.html

Internet Resource 
Change Management 101: A Primer
http://home.att.net/~nickols/change.htm

These learning resource materials relate directly to the endorsed competencies for the Certificate III and IV in Telecommunications (Call Centres).  

Overview of the “Try This” Activities

Task One - Planning for Change

Resource
Task
What learners will submit

Why Change?
Learner will consider changes that have occurred and what the reasons for the changes were. Thoughts are recorded on the Change Table.
Learners will save their work to their Change Management Portfolio.

Surname_CM_ChangeTable.doc

Change Readiness
Leaner will ask colleagues to complete a Change Readiness Assessment for their company, then analyse the results
Learner will email you with their analysis.

Email: Change Readiness

Team Leader’s Role in Change
Discussion Group Task in the Breakout Room: Team Leader’s Role in Change
Learners will discuss the impacts of introducing a change and which would be the most appropriate leadership style to use.


Learner again refers to the Change Table to complete it with the impacts the changes had on people, tasks, structure and technology.
Learners will save their work to their Change Management Portfolio and email it to you for feedback.

Surname_CM_ChangeTable_.doc

Task Two - Supporting Your Team

Resource
Task
What learners will submit

Introducing Change to the Team
Based on a B&B scenario, the learner will suggest how they could introduce change to the team.
Learner will email you with their ideas.

Email: Introducing Change to the Team

Selling Change
Learner will think about a change that has affected them in the past and consider how to sell that change to their team.
Learner will email a fellow learner with their ideas.

Coping with Change
Learner will consider how people react to change and the behaviours they display and how they could manage those feelings.
Learners will save their work to their Change Management Portfolio and email it to you for feedback.

Surname_CM_FacilitateChange.doc

Responding Effectively to Change
Discussion Group Task in the Breakout Room: Responding to Change
Learners will discuss how they personally react to change and what can be learned from their own experiences and feelings.

Develop New Skills
Leaner will describe the training process is in the company they work for OR write a request for training.
Learners will email you with their response.

Email: Develop New Skills

Task Three - Encouraging Innovation

Resource
Task
What learners will submit

Creative Thinking
Learners will try some lateral thinking puzzles
No submission


Learners will brainstorm with fellow learners some ideas that could increase productivity in the Customer Contact Centre
No submission

Creative Environments
Discussion Group Task in the Breakout Room: Creative Environments
Learners will discuss ways to encourage the team to contribute creative ideas to improve the workplace and productivity.

Risk Assessment
Learners will identify risks associated with implementing an idea
Learners will email you with the risks they identified.

Email: Risk Assessment

Task Four - Measuring the Success of Change

Resource
Task
What learners will submit

Responding to the Changing Market
Discussion Group Task in the Breakout Room: Creative Environments
Learner will discuss an organisation that is not responding to changing markets and what it needs to do to meet the new needs.

Breakout Room Discussion Topics

Topic
Subjects and Scenarios presented for discussion.

Team Leader’s Role in Change
Learners will discuss the impacts of introducing a change and which would be the most appropriate leadership style to use.

Responding to Change
Learners will discuss how they personally react to change and what can be learned from their own experiences and feelings.

Creative Environments
Learners will discuss ways to encourage the team to contribute creative ideas to improve the workplace and productivity.

Responding to the Changing Market
Learner will discuss an organisation that is not responding to changing markets and what it needs to do to meet the new needs.

Change Management – Competency

ICTTC236A – Facilitate and capitalise on change and innovation

Development Project Overview
Elements Addressed
Performance Criteria Addressed

1. Planning for Change
Participate in planning the introduction of change
Contribute effectively in the enterprise planning processes to introduce change

2. Supporting Your Team Through Change
Participate in planning the introduction of change
Plans to introduce change are made in consultation with team members

Enterprise objectives and plans to introduce change are explained clearly to team members


Managing emerging challenges and opportunities
Team members respond effectively and efficiently to changes in enterprise goals, plans and priorities.

Coaching and mentoring is used to assist team members in developing new or varied competencies to handle change effectively and efficiently.

Team members are kept informed of progress in the implementation of change

3. Encouraging Innovation
Develop creative and flexible approaches and solutions
Alternative approaches to dealing with issues, problems, processes are identified and analysed within enterprise goals, strategies and plans

Team members are encouraged to contribute ideas for improvement and change

Risks are assessed and action is then initiated to achieve a recognised benefit or advantage

Creative and responsive approaches to resource management improves productivity and/or reduces costs in a competitive environment

4. Measuring the Success of Change
Managing emerging challenges and opportunities
Opportunities are taken within responsibility and authority to make adjustments to respond to the changing needs of customers and the enterprise

Information Management

Write a Proposal to Justify a Major Purchase

This Development Project covers the competency:

ICTTC232A – Manage information and information systems in a call centre team environment

Development Project Overview

The Proposal to Justify a Major Purchase Development Project requires the learner to submit a proposal to support the purchase of new ergonomic chairs for the B&B for Busy Bodies( team. The learner needs to collect and analyse data, find out if there is enough money in the budget and create a graph before writing the proposal.

In order to complete this Development Project, the learner is required to complete four main tasks, namely:

· Plan Your Proposal (1)

· Plan Your Proposal (2)

· Analyse and Present Data

· Write Your Proposal

Plan Your Proposal (1)

In the first task “Plan Your Proposal (1)”, the learner will gain an understanding of where and how information is obtained and used. This includes locating and using information available from systems and system reports as well as other sources to support the ergonomic chair proposal.

Plan Your Proposal (2)

In the second task “Plan Your Proposal (2)”, the learner will gain an understanding of business plans and budgets to ensure enough budget is available to purchase the chairs. They will conduct a SWOT analysis on types of ergonomic chairs, consider negotiable issues and have a contingency plan ready if the proposal is rejected.

Learners will save the Task as: Surname_IM_SWOTAnalysis.doc.

Analyse and Present Data

In the third task “Analyse and Present Data” the learner will gain an understanding of methods of presenting data and prepare a Powerpoint (or other presentation software) presentation containing a graph. The leaner will also prepare a meeting agenda.

Learners will save the Task as: Surname_IM_presentation.ppt and Surname_IM_agenda.doc.

Write Your Proposal

In the fourth task “Prepare a Proposal” the learner will gain an understanding of the steps required in writing a proposal.

Learners will save the Task as: Surname_IM_Proposal.doc.

Learning Resources

The learner is provided with a number of learning resource materials that assist them to complete the Development Projects and activities.

The following tables show the resources that are available to assist learners to complete this Development Project. At regular intervals some of the content, especially the web links, will need to be checked to ensure they are still working.

To complete the first task, the learner will access the following learning resources:

Learning Resource Material
Name of Resource
File Name

Content Chunk
Information Types and Sources
mis_c01_frame.html


Information Types*
mis_c02.html

Content Chunk
Using Available Information
mis_c03_frame.html

Content Chunk
Sourcing Additional Information
mis_c04_frame.html

Content Chunk
Information Systems
mis_c02_frame.html

Internet Resource
CCNS Info Guides
http://callcenternews.com/resources/guides/guides.shtml

Content Chunk
Collecting Data
mis_c14_frame.html

Content Chunk
Using Systems to Monitor Performance
mis_c16_frame.html

Internet Resource
Lending An Ear To Customer Service
http://www.callcentermagazine.com/article/CCM20000502S0013

Internet Resource
High Tech Monitoring for Quality Relationships
http://www.callcentre.co.uk/guest/frames23.htm

Content Chunk
Managing Information Using Technology
mis_c17_frame.html

Internet Resource
Integrated Call Centre Solutions for the Enterprise
http://www.telemkt.com/tel_cca.html

Internet Resource
Optimising the Call Centre
http://www.callcentre.co.uk/guest/gtech/optimisi.htm

Internet Resource
Weaving a Web of Success
http://www.callcentre.co.uk/guest/gtech/weave.htm

Internet Resource
Email and the Call Centre
http://www.callcentre.co.uk/guest/frames23.htm

Content Chunk
Recommending Improvements to Information Systems
mis_c18_frame.html

*The learning resource “Information Types and Sources” contains a link to a secondary content chunk titled “Information Types”. The learner may access this content chunk more than once in the Call Centre Leadership Toolbox.

To complete the second task, the learner will access the following learning resources:

Learning Resource Material
Name of Resource
File Name

Content Chunk
Business Plans and Budgets
Mis_c12_frame.html

Internet Resource
Business Channel 
http://business.channel.vic.gov.au/bc/bcncas.nsf/frameset/Business+Channel?OpenDocument

Internet Resource
Sample Business Plan
http://www.allianceonline.org/faqs/fmfaq20.html

Internet Resource
Sample Budget
mis_c12a.html

Internet Resource
What is petty cash and how should we handle it?
http://www.allianceonline.org/faqs/fmfaq22.html

Content Chunk
Roles in the Budget Process
Mis_c11_frame.html

Tool/Template
Roles in the Budgeting Process
WaystoBudget.doc

Content Chunk
SWOT Analysis
Mis_c13_frame.html

Content Chunk
Negotiation Skills: Getting to 'Yes'
Mis_c09_frame.html

Content Chunk
Contingency Plans
Mis_c10_frame.html

*The learning resource “Business Plans and Budgets” contains a link to a secondary content chunk titled “Understanding Financial Controls”. The learner may access this content chunk more than once in the Call Centre Leadership Toolbox.

To complete the third task, the learner will access the following learning resources:

Learning Resource Material
Name of Resource
File Name

Content Chunk
Analysing Data
Mis_c15_frame.html

Internet Resource
Statistics & The Call Centre Industry
http://www.callcentres.com.au/statistics99.htm#Statistic%20Head

Content Chunk
Presentations
Mis_c05_frame.html

Internet Resource
The Big Show: Putting on a Winning Presentation
http://www.smps.org/mrc/articles-html/bigshow.htm

Internet Resource
Using Charts
http://www.strategiccomm.com/usecharts.html

Internet Resource
Big Dog's Leadership Page - Presentation Skills
http://www.nwlink.com/%7Edonclark/leader/leadpres.html

Content Chunk
Report Writing
Mis_c06_frame.html

Internet Resource
How to Write Right
http://www.ee.ed.ac.uk/~gerard/Management/art4.html

Internet Resource
Report Writing
http://www.com.unisa.edu.au/07118/language/reports.htm

Content Chunk
Conducting Meetings
Mis_c07_frame.html

Tool/Template
Agenda
Agenda.doc

To complete the fourth task, the learner will access the following learning resources:

Learning Resource Material
Name of Resource
File Name

Content Chunk
Resources Planning
Mis_c19_frame.html

Content Chunk
Estimating Resource Requirements
Mis_c20_frame.html

Content Chunk
Writing a Proposal
Mis_c21_frame.html

Internet Resource
Sample Proposal
http://www4.od.nih.gov/servicectr/model.htm

Internet Resource
Example of a Letter of Proposal
http://www.dsu.edu/departments/liberal/english/techwrit/parkprop.html

These learning resource materials relate directly to the endorsed competencies for the Certificate III and IV in Telecommunications (Call Centres).  

Overview of the “Try This” Activities

Task One - Plan Your Proposal (1)

Resource
Activity
What learners will submit

Information Types
Learner thinks about information systems and who uses them.
Learners will save their work to the Information Management Portfolio and email a copy to a fellow learner.



Using Available Information
Discussion Group Task in the Breakout Room: Using Available Information
Learners will discuss what information would be needed in a given B&B online scenario.

Sourcing Additional Information
Learner is to list information that is not available to them at work.

Learner then lists where to find the information not currently available.
Learners will save their work to the Information Management Portfolio and email a copy to you for feedback.

Surname_IM_Additional_Information.doc

Information Systems
The learner will consider information systems they are familiar with; who are the users, what information is obtained from them.
Learners will save their work to the Information Management Portfolio and email to a fellow learner for feedback.

Collecting Data
The Customer Contact Centre Manager at B&B online wants to increase bookings and has asked the learner to gather data from the B&B for Busy Bodies reports located on the company Intranet.
Learners will save their work to the Information Management Portfolio and email a copy to you for feedback.

Surname_IM_Collecting_Data_rep.doc

Using Systems to Monitor Performance
Identify and compare monitoring systems that would be appropriate for use at B&B for Busy Bodies
Learners will save their work to the Information Management Portfolio and email a copy to you for feedback.

Surname_IM_Monitoring_Systems_rep.doc

Managing Information Using technology
Arrange a visit to a Customer Contact Centre to research the information systems they use
Learners will save their work to the Information Management Portfolio and email a copy to you for feedback.

Surname_IM_Managing Information_rep.doc

Task Two - Plan Your Proposal (2)

Resource
Task
What learners will submit

Business Plans and Budgets
As a Team Leader at B&B for Busy Bodies, the learner has been allocated a $200 petty cash budget with some monthly expenses to be entered into an existing Excel spreadsheet
Learners will save their work to the Information Management Portfolio and email a copy to you for feedback.

B&B for Busy Bodies Petty Cash Budget Sept 2001.xls

Roles in the Budget Process
Learner is to find out who prepares company or sporting/social club budget and think about any responsibilities the learner has in preparing the budget. If there are no direct responsibilities, think about how it feels when there is no budget for a purchase.
Learners will save their work to the Information Management Portfolio and email to a fellow learner for feedback.

SWOT Analysis
Conduct a SWOT Analysis on the B&B for Busy Bodies team in terms of making outbound calls.
Learners will save their work to the Information Management Portfolio and email a copy to you for feedback.

Surname_IM_SWOTMatrix.doc

Getting to Yes
Role play a negotiation discussion with a fellow team leader.
Learner will email a fellow learner.

Contingency Plans
Discussion Group Task in the Breakout Room: Contingency Plans 
Learners will discuss what sorts of events may require contingency plans in a Customer Contact Centre

Task Three - Analyse and Present the Data

Resource
Task
What learners will submit

Analysing Data
The learner will analyse B&B for Busy Bodies data in order to identify an appropriate time for training to occur.

They will also create a graph from the data supplied
Learners will save their graph and other work to the Information Management Portfolio and email a copy to you for feedback.

270801 – 310801.xls

Surname_IM_Analyse_Data_rep.doc

Presentations
Learner will prepare a presentation to be made to fellow Team Leaders and the Customer Contact Centre. The presentation will include some form of visual aid
Learners will save their presentation to the Information Management Portfolio and email a copy to you for feedback.

If the presentation includes the use of a flipchart, then this will be posted to you.

Surname_IM_presentations.doc

Report Writing
The learner will write a report with recommendations to prevent service levels dropping.

A template is provided to use when writing the report
Learners will save their report to the Information Management Portfolio and email a copy to you for feedback.

Surname_IM_Service_Level_rep.doc

Conducting Meetings
Prepare a meeting agenda or take minutes at a meeting
No submission.



Task Four - Write Your Proposal

Resource
Task
What learners will submit

Resources Planning
The learner will think about the type and source of data required for a given B&B for Busy Bodies scenario
No submission

Writing a Proposal
The learner will look at sample proposals and notice the elements that make up a proposal document.
No submission

Breakout Room Discussion Topics

Topic
Subjects and Scenarios presented for discussion.

Using Available Information
Learners will discuss what information would be needed in a given B&B online scenario.

Contingency Plans
Learners will discuss what sorts of events may require contingency plans in a Customer Contact Centre

Information Management – Competency

ICTTC232A – Manage information and information systems in a call centre team environment

Development Project Overview
Elements Addressed
Performance Criteria Addressed

1. Plan Your Proposal (1)
Identify and source information needs
The information needs of the individuals/ teams are determined and the sources identified

Information held by the enterprise is reviewed to determine suitability and accessibility

Plans are prepared to obtain information that is not available/accessible within the organisation.


Collect, analyse and report information
Collection of information is timely and relevant to the individuals/team


Use management information systems
Systems and technology are used to monitor progress in achieving product service/targets and standards

Technology available in the work area/enterprise is used to manage information efficiently and effectively

Recommendations for improving the information system are submitted to the designated enterprise person/area.

2. Plan Your Proposal (2)
Prepare business plans and budgets
Team members are involved in business plan/budget preparation in a way that uses their contribution effectively and gains support for the outcomes

Team business plans/budgets are prepared and presented in accordance with enterprise guidelines as required

Contingency plans are prepared in the event alternative action is required

3. Analyse and Present data
Collect, analyse and report information
Information is in a format suitable for analysis, interpretation and dissemination

Information is analysed to identify and report relevant trends and developments in terms of the needs for which it is acquired

4. Write Your Proposal
Prepare resource proposals
Resource planning data is collected in consultation with team members, management and resource planning specialists

Estimates of resource needs and utilisation reflect enterprise business plans and customer requirements

Proposals to secure resources are supported by clearly presented submissions describing realistic options, benefits, costs and outcomes

Section 3: - Customising the Toolbox

How to Customise the Toolbox

The following information has been provided if you need to customise some of the Toolbox content.

· File Structure

· Changing Text

· Changing Web Links

· Changing Tools

File Structure

The following screen image shows the directory structure for the Toolbox.  The table on the following page indicates the contents of each subdirectory.
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The following table indicates the files contained in each subdirectory of the Toolbox.

Subdirectory
Contents

bb_online
HTML documents relating to the B&B online Intranet.

byb
HTML documents relating to the Before you Being Section

ci
HTML, Word and Audio files relating to the Continuous Improvement Development Project

cm
HTML, Word and Audio files relating to the Change Management Development Project

credits
HTML file relating to the Credits page

cs
HTML, Word and Audio files relating to the Customer Service Development Project

default
HTML and Audio files relating to the front screen and the position background

guided tour
HTML files relating to the guided tour

images
Image files relating to the entire toolbox

ip
HTML, Word and Audio files relating to the Leadership Development Project

kra
HTML and image files relating to the KRA screen

Library
Style sheet for the toolbox

ls
HTML, Word and Audio files relating to the Learning Strategy Development Project

mis
HTML, Word and Audio files relating to the Information Management Development Project

om
HTML, Word and Audio files relating to the OH&S Management Development Project

op
HTML, Word and Audio files relating to the Operational Planning Development Project

pp
HTML, Word and Audio files relating to the Personal Planning Development Project

rslib
HTML files relating to the Quick Find screens

rm
HTML, Word and Audio files relating to the Relationship Management Development Project

sitemap
HTML and image files relating to the sitemap screens

templates
.dwt template files for the toolbox.

tp
HTML, Word and Audio files relating to the Team Planning Development Project

Changing Text

Text can be easily changed or added to by accessing the appropriate HTML file via an HTML editor program, such as Macromedia’s Dreamweaver, Microsoft’s Front Page or Netscape’s Communicator.

Page Titles

If you change a page title you need to ensure that the appropriate menu item is updated to reflect the new page title.

Changing the Title of a Resource Document

Example: Change the title of the document “Identify and Define the Problem” to “Define the Problem” 

Step 1

Access the appropriate file, ip_c08.html and type in the new title.

The ip_c08.html document is located in the ip subdirectory.

Step 2

Change the appropriate menu item to reflect the document’s new name.  The appropriate menu file can be located by looking in the ip subdirectory.  
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Each document has its own menu file and in this case the appropriate file is ip_t1_c08_left.html.

The following image shows the menu file ip_t1_c08_left.html which needs to be adapted.  
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The menu item can easily be updated by typing in the new title of the file “Define the Problem”.

Changing the Title of a Task

Step 1

Change the title of the appropriate HTML document.  

All task files use the following structure for their names:  xx_txx.html
Example: tp_t01.html – this is Task 1 in Team Planning.

Step 2

Change the appropriate menu item to reflect the document’s new name.  

All menu files for tasks use the following naming convention: xx_txx_left.html.

Example: tp_t01_left.html – this is the menu file for Task 1 in Team Planning.

Changing the Title of a Development Project

Step 1

Change the title of the appropriate HTML document.  

All Development Project files use the following structure for their names:  xx_dp.html.

Example: tp_dp.html – this is the Development Project for Team Planning.

Step 2

Change the appropriate menu item to reflect the document’s new name.  

All menu files for Development Projects use the following naming convention: xx_dp_left.html.
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Example: tp_dp_left.html – this is the menu file for the Development Project in Team Planning.

The following screen image shows tp_dp_left.html.  

Note: Both the text and the appropriate ‘task’ button should have a link to the appropriate file inserted.

Changing Tools

Throughout the Toolbox learners can access a variety of ‘tools’, such as Word and Excel documents.  For example, in the document Develop a Team Performance Plan (tp_t03.html) a Team Performance Plan template is available to the learner.  

The template is accessed via the Tool button – see image below.


If you wish to change the ‘tool” which the learner accesses (for example, you may wish the learner to access your organisation’s Performance Plan template) you should follow these steps:

Step 1

Click on the Tool image and insert a link to your document.  How you insert a link will depend on the HTML editor you are using.

Step 2

Update the text (next to the Tool button) to reflect the document which the learner will be accessing.

Changing Web Links

Web links can be changed by typing over the existing text link and inserting the appropriate URL.  The method for inserting the URL will depend on the HTML editor you are using.  Consult the Help facility in your HTML editor for information on this process.

If you are adding a new Web link ensure that you insert the [image: image1.png]


image as per this example.

Section 4: - An Introduction to Online Learning

Delivering Learning Online

Teachers delivering learning online for the first time will find that they are faced with many opportunities to challenge their teaching or facilitation practice and to develop new strategies for helping their students learn.  This section will give you some suggestions on how to do this.

The Teacher’s Role

The Call Centre Leadership Toolbox does not replace the teacher.  It provides meaningful problems and resources, which enable learners to explore and develop their own understanding of the subject matter.

This is a different approach to teaching and training that is usually found in a classroom, which is instructor led and therefore the teacher determines the content and pace of the learning.

The problem or task-based learning approach encourages learners to actively engage in finding the solution to a problem or completing a task in a way that is meaningful to them and at their own pace.  This Toolbox, containing problems to solve or tasks to complete and various resources encourages this approach.

Therefore, as a teacher, there is no one ‘right’ way to use this Toolbox; it is completely up to you and your learners. 

The following are some points you may wish to consider:

· The Toolbox can be used in conjunction with classroom based training, for example you may wish to expand upon particular content by means of a lecture or you may wish to replace an online discussion with a facilitator led face-to-face discussion.

· Review the Development Projects, Tasks, “Try This” Activities and content resources provided in the Toolbox and change or customise them according to your needs.  

· Also decide which Tasks and “Try This” Activities you would like the learners to complete so that you can provide feedback on progress and standard of work

· The materials and references provided in the Toolbox are by no means exhaustive so add resources of your own where appropriate.  

Different approaches to learning, relationships with you as a teacher, levels of motivation and personality will manifest themselves differently in an online environment.  You can ensure these differences are dealt with appropriately, by:

· Giving feedback in an online environment

· Facilitating online discussions within the Breakout Room

Giving feedback in an online environment

In order to provide an encouraging environment for the learner, it is important to ensure that you give meaningful feedback to the learner.  This may be in the form of guiding the learner through the environment or it may be responding to comments generated by email or via the Breakout Room.

Providing fast and effective feedback reduces the risk of isolating learners and encourages learners to become actively involved in forums, teams and discussions.  To provide this level of feedback, consider the following guidelines:

· If appropriate, respond to each contribution, either directly to the contributor or by referring to their comments in a conference.  Don’t overdo this, though – use your judgment and weave multiple contributions together by responding to several at once.

· Accept all comments publicly and deal with exceptions off line.

· Avoid humour and sarcasm, especially with a diverse student group.

· Don’t be too concerned about spelling, grammar and typing; the purpose of conferencing is to encourage lively and focused discussions.

· Be prepared to wait several days for responses, as delays of this length are typical.  

· Don’t expect too much – if two or three well articulated ideas, issues or points are raised in a particular thread of discussion, this is a good result.

· Don't dominate the discussion.

· Monitor each participant’s level of contribution.  Suggest that an overactive participant wait a few responses before contributing.  Ask less active participants to become more actively involved, or prompt them specifically for responses.  Consider agreeing guidelines for minimum or maximum contributions if necessary.

Facilitating online discussions within the Breakout Room

Online discussions and email are the primary means for communicating with learners in an online environment.  It is therefore important that it is used effectively and that the advantages of using this technology are exploited.  

Online discussion groups allow:

· Learner to learner and learner to teacher interactions that are independent of time and place.

· The teacher to act as a learning facilitator; contributing special knowledge and insights, bringing together various discussion threads and course components and maintaining group harmony.

You must also be aware of and deal with the following limitations of online discussion technology:

· Problems with computer hardware and reliability of access to the Internet can significantly affect the quality of discussion.

· Momentum can sometimes lag as responses go through several rounds.

· Quality of group collaboration can be variable, especially with larger groups.

· Variability of opinion and familiarity with content can create frustration.

Guidelines for facilitating discussion groups within the Breakout Room

In this Toolbox the discussion groups are accessed through the Breakout Room.  The learner is introduced to the Breakout Room in the Before You Begin component of the Toolbox.  

The learning potential of the discussion group is maximised by:

· Ensuring all learners have access to your organisation’s online discussion facilities.  This means that they will need to have a username and password.  Speak to Your IT department for further information.

· Ensuring pages are established for the various topics (see Section 2: - The Key Result Areas / Development Projects) and a structure is in place that allows learners to post contributions to the relevant page.

· Considering the effect of group size on the discussion participation.  Larger groups may lead to fewer interactions by some learners.  One option is to have smaller teams interacting with each other in the early stages of working in the Call Centre Leadership Toolbox, with a final solution collated by larger teams.

· Acknowledging ‘lurkers’ – people who ‘listen’ but don’t contribute.  Lurkers should be encouraged to participate in the discussion but, if the lurker is logged in, learning may still be taking place even if no overt contributions are being made.  However, keep an eye on lurkers and ensure that they participate in future discussions.

· Scheduling either classroom activities or teacher access in the early stages of the discussion (for example when learners are first posting responses in the Breakout Room), to deal with difficulties that might arise and to boost learner confidence.

· Ensuring that there is adequate access to technical support.

· Developing a Question and Answer discussion group, which allows learners to post questions about the process and content of the learning activities and receive responses from other learners.

· Regularly monitoring the Breakout Room to ensure that questions are answered within a reasonable time.

Guidelines for Facilitating Team Work in an Online Environment

Teamwork can be highly motivating.  Key motivators include:

· The participative learning process

· The opportunity for task related interaction

· Team building

· Exchange of ideas

· Negotiating solutions

The Call Centre Leadership Toolbox encourages the use of online teams to complete activities and share ideas.  Guidelines for facilitating teams in an online environment include:

· Assign teams carefully, taking into account the learning styles of individuals, personalities and group dynamics.

· Actively schedule group meetings to ensure group participation takes place.

· Consider developing ground rules, or a code of conduct (a 'netiquette' statement) with the class, so that behaviour that impacts on effective teamwork is highlighted.

· Acknowledge and reinforce behaviour that contributes to good group work.  For example, simply thanking students who respond effectively online can help to encourage courtesy and interaction.

· Discourage inappropriate behaviour by dealing with it privately (offline or via email) and referring to the agreed ground rules.

· Encourage interactivity by referring student enquiries to other participants, pairing up students with similar interests, encouraging informal discussions, drawing attention constructively to conflicting opinions and encouraging debate.

· Establish ways of using the group as support for learners who have difficulty with a particular piece of work.

Individual Learning Styles

In any group there are individual learning needs and styles that need to be acknowledged and addressed. However, in an online environment the cues that you would typically observe in face-to-face interaction will not be available.  A predominantly online learning environment means that individual learner needs and styles must be both identified and addressed differently.

Individual learner needs will be impacted by the following factors:

· Whether the learner is working in industry or classroom based 

· Access to resources and technology

· Level of comfort with the online learning environment

The following website may be valuable if you would like more information about learning styles:

· Learning Styles and Strategies 
(http://www2.ncsu.edu/unity/lockers/users/f/felder/public/ILSdir/styles.htm)
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