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Toolbox Overview

Purpose

This toolbox is a training package for the Certificate II in Telecommunications (Call Centre).

The materials aim to – 

· cover the competencies required by the call centre/customer contact centre industry (five core units and three electives)

· ensure increased consistency in training across the industry

· provide more flexible options for training providers and students

· be customisable to suit different call centre environments.

Underpinning ideas

The toolbox is set in the ‘virtual’ Bushland Blooms Customer Contact Centre. Bushland Blooms is a medium size operation dealing with inbound customer queries and outbound calls, including telemarketing. Bushland Blooms supplies gardening products and services, both to retailers and the general public. Coach Kim and Buddy Ben are there to help the students work through the activities, just as trainers or coaches would in the workplace

Learning is interactive and problem–based around real tasks that reflect the skills and knowledge required by the industry. 

Key features

Collaborative learning is a key feature of this toolbox. Wherever possible activities encourage interaction between student/teacher and student/student using the bulletin board, email and chat tools. Suggestions for team and/or role-play activities are included. These can take place either using the telephone, online, or in a face-to-face or workplace training environment.
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You will need to make sure that students are comfortable using the communications tools provided. You may need to direct them to further training, such as online courses or books.

You may find it helpful to post the first message on the bulletin board, or leave postings from previous students to stimulate discussion. You should make it clear to students that they are expected to participate fully in these activities and that you will be monitoring their contributions. If necessary, encourage students to participate by asking them for more information. 

It is a good idea to monitor discussions on the bulletin board and those using chat to make sure that no student dominates the discussion and to make sure that no inappropriate messages are posted.

You, as the online teacher, are a key element in the success of this toolbox. You will need to inform students of your email address at an early stage. You should inform the students via email or the bulletin board when and how you would like them to submit their tasks and assessments for each activity (using email or the bulletin board, by post or by hand). You also have the option of setting some ‘ground rules’ for participating in the activities.

Resources

Students and teachers are encouraged to visit the welcome section (available from the homepage) before working through the activities. This contains information about – 

· installation requirements

· how to navigate 

· how to study.

The Glossary, Policy and Procedures Manual and Readings are available in full via the unit workstations. Links are provided within activities to the required sections of these resources.

Other resources available via the unit workstations include the following.

· Coach Kim – background information.

· Buddy Ben – background information.

· Bushland Blooms – a description of the organisation, including its mission statement, vision and values.

· Call Centre/Customer Contact Centre – an overview of the industry.

· Telephone – the link to the communication tools such as bulletin board, chat and email.

Target audience

This is an entry–level course, targeting students at the start of their careers in the call centre/customer contact centre industry.

Students may be school leavers, people changing careers, or people returning to work after a long break. 

There is a fairly evenly balanced ratio of males to females among trainees.

Delivery options

The toolbox is suitable both for online delivery, for classroom delivery, or as an aid to workplace training.

The toolbox is available in two versions for delivery to students. RTOs have the options of offering it for online access over the Internet or supplying each student with a CD–ROM version that allows students to access the learning material locally on their computers, thus reducing download times. 

If the CD–ROM version is used, the students still need a connection to the Internet in order to use the communication tools. 

Activity to Unit Matrix

Activity Name
Unit No.
Activity Name
Unit No.

Taking a call
204
Privacy
200

206

210

Making contact
200

204

207
Matching the product to the person
204

210

Talking the talk
204
Keeping customers informed
204

206

213

Coming to a close
204
Credit checks
206

210

Inbound calls
200

204

206
Taking part in a marketing campaign
206

207

Customer complaints 1: Getting the details
219
Making the most of a sales call
210

Customer complaints 2: Complaint resolution and escalation
219
Reaching your targets
207

210

Occupational safety and health
201

204

206

207

210

213
219
Driving your computer
201

Establishing customer needs
200

204
206
210

213

Word processing
201

Understand and use technology
200

207
Spreadsheets
201

Effective messages
200
Database details
202

Refer, transfer and escalate calls
204

207
210

213
Accessing customer records
202

210

213

219

Recording campaign results
206

207
Inputting customer records
202

210

Taking orders
204

206

207

210
Updating customer records
202
207
210

Unit to Activity Matrix

Unit No.
Activity Name
Unit No.
Activity Name

200
Making contact 
Inbound calls
Establishing customer needs

Understand and use technology 

Effective messages 
Privacy
207
Making contact

Occupational safety and health

Understand and use technology

Refer, transfer and escalate calls

Recording campaign results
Taking orders

Taking part in marketing campaign

Reaching your targets

Updating customer records

201
Driving your computer

Word processing

Spreadsheets 

Occupational safety and health

210
Establishing customer needs

Refer, transfer and escalate calls

Privacy

Matching the product to the person 
Credit checks
Making the most of a sales call

Reaching your targets
Accessing customer records

Inputting customer records

Updating customer records 
Taking orders
Occupational safety and health

202
Database details

Accessing customer records

Inputting customer records

Updating customer records





204
Taking a call

Making contact
Talking the talk
Coming to a close

Inbound calls
Establishing customer needs

Refer, transfer and escalate calls Taking orders 

Matching the product to the person Keeping customers informed 

Occupational safety and health

213
Establishing customer needs

Refer, transfer and escalate calls

Keeping customers informed

Accessing customer records 

Occupational safety and health

206
Inbound calls

Occupational safety and health

Recording campaign results
Establishing customer needs
Taking orders

Privacy

Keeping customers informed

Credit checks

Taking part in marketing campaign

219
Customer complaints 1: Getting details

Customer complaints 2: Complaints 
resolution and escalation

Accessing customer records 

Occupational safety and health

Assessment approaches

The toolbox offers a combination of self–assessed exercises, and items to be submitted for formal assessment.

You may ask students to maintain a paper–based portfolio containing assessed work and other related items such as completed checklists. 

Special features

Many activities relate to more than one unit (refer to the activity overviews for detailed information). Students need to successfully complete each activity only once.

Practical requirements

Users will need a computer with the following – 

Hardware

· IBM compatible computer 

· 64 Mb RAM 

· 4 Gb hard disk 

· 1.44 Mb floppy disk 

· CD–ROM drive 

· sound card and speakers

· 28.8 Kb modem (or faster) 
· or a Macintosh equivalent.
Software

Internet Explorer® 5 or above (http – //www.microsoft.com/downloads/) 

OR

Netscape® version 4.5 or above (http – //home.netscape.com/browsers/index.html)

Users will also need the Flash plugin in order to view this toolbox. The Welcome section contains all the necessary information and a link to the website that offers a free download of the plugin. Users who are not sure if the plugin is installed on their computer should go to the Welcome section first. 

Browser settings

In order to complete the four database activities and the activity, Driving your computer, students need to have cookies enabled in their browser. Cookies store data on the local computer that can be retrieved for later use.  

Enabling cookies in Internet Explorer 5

· Open the ‘Tools’ menu and click ‘Internet Options…’.

· Click the ‘Security’ tab.

· Click on the ‘Custom Level’ button.

· Scroll down to the Cookies section.

· Under the ‘Allow cookies that are stored on your computer’ heading, click ‘Enable’.

Enabling cookies in Netscape Navigator 4.5

· In the ‘Edit’ menu select ‘Preferences…’.

· Click on the category ‘Advanced’.

· In the Cookies section, select ‘Accept all cookies’.

Customisation

You may wish to customise the toolbox to reflect your own industry, organisation and work environment.

You can – 

· modify or replace the PPM, glossary, etc. with your own company documents

· relate activities specifically to your work environment, reflecting appropriate policies and language

· modify activities to make them appropriate for your workplace 

· change the look and feel of the toolbox by changing the fonts, background colours, etc.

· replace graphics

· replace audios with ones specific to your organisation.
Please note that there is an Installation Guide provided with this toolbox, with instructions on how to install and customise the toolbox.

Unit Overviews

ICTTC200A –
Use telecommunications technology in receiving/making calls in the call centre environment

Description

Call centre agents rely on using telecommunications technology when dealing with customers. In this unit students become competent in using this technology.

Element 1 –
Operate and effectively use telecommunications technology in the operational environment.
Activity

Type of technology used is identified. 
Understand and use technology

Operational manuals are obtained and applied.
Understand and use technology

Features of technology are identified and related to different usages.
Understand and use technology

Equipment is correctly operated to generate and receive communication messages.
Understand and use technology

Appropriate facilities and/or actions are used to receive, make, hold or transfer calls.
Understand and use technology

Element 2 –
Receive and respond to incoming calls.
 

Enterprise protocol is identified and used appropriately.
Inbound calls

Appropriate facilities and/or actions are used.
Understand and use technology

Callers are identified correctly.
Inbound calls

The purpose of the incoming call is correctly identified and verified with the call prior to subsequent action.
Establishing customer needs

Information disclosed in actioning the calls are in keeping with enterprise policy.
Privacy

Calls which require attention from another person are transferred promptly and successfully.
Understand and use technology

Messages are taken where appropriate in accordance with enterprise procedures.
Effective messages

Messages are recorded using clear and concise language so that meaning is readily understood by the recipient.
Effective messages

Element 3 –
Make outgoing calls and transmit messages
 

A clear objective for an outgoing call is established.
Making contact

Prior to making a call, all relevant information is identified, located and obtained.
Making contact

Required telephone number(s) are obtained. 
Making contact

Contact is established using designated business protocol and procedures. 
Making contact

Purpose of the call is conveyed clearly and concisely to the recipient.
Making contact

Purpose of the call is verified with the recipient to ensure clear understanding.
Making contact

Messages are passed on clearly and concisely where required. 
Effective messages

Understanding of a passed message is verified with the receiver.
Effective messages

ICTTC201A –
Use basic computer technology to process enterprise and customer data

Description

This unit ensures that students have basic competency in the use of computers generally, including using the keyboard and mouse, managing files, using a word processing and spreadsheets application.

Element 1 –
Establish context and background information.
Activity

Type of computer technology is identified. 
Driving your computer

Operational manuals are obtained.
Driving your computer

Correct ’log on’ procedures are identified and initiated.
Driving your computer

Equipment is correctly operated to generate and receive communication messages.
Driving your computer

Appropriate password is established and used in accordance with established protocol where required.
Driving your computer

Element 2 –
Identify and access relevant computer files.
 

System applications are identified by their icons.
Word processing 
Spreadsheets

The keyboard and mouse are used proficiently to access applications.
Word processing
Driving your computer
Spreadsheets

System applications are accessed using correct keystrokes or mouse actions.
Word processing
Spreadsheets

Appropriate tools and/or commands are used in operating the system.
Word processing
Spreadsheets

System is exited using appropriate ‘log off’ procedures.
Word processing
Driving your computer
Spreadsheets

Element 3 –
Retrieve, view and close system files.
 

Uses of the various system applications are identified.
Word processing
Spreadsheets

Required application is selected and accessed.
Word processing
Spreadsheets

Relevant file is located and opened. 
Word processing
Spreadsheets

Appropriate data location is identified and input or varied as required.
Word processing
Spreadsheets

File is accessed in a manner that preserves the integrity of the data.
Word processing
Spreadsheets

File and application is closed using defined procedures.
Word processing
Spreadsheets

Work is undertaken in a manner that is safe to both self and work colleagues.
Occupational safety and health

Element 4 –
Navigate help files.
 

Help files are accessed and exited using correct keystrokes or mouse actions.
Word processing
Spreadsheets

Appropriate commands, keystrokes or mouse actions are used to navigate help files to obtain the relevant information.
Word processing
Spreadsheets

ICTTC202A –
Use specific enterprise systems to satisfy customer requirements

Description

Call centre agents need to be familiar with the use of enterprise business systems such as customer databases that are used to access current customer and product information. This unit ensures students have the necessary skills and understanding to operate such a system.

Element 1 –
Locate and interpret information on most commonly used system screens.
Activity

Enterprise business systems are accessed using correct keying strategies. 
Updating customer records

Customer requests are analysed to determine what data needs to be accessed.
Accessing customer records

Possible sources of information are identified.
Database details

Screens appropriate to the business to be transacted are located in a timely manner.
Database details

Standard system procedures are applied to satisfy customer requirements.
Updating customer records

Appropriate codes are used to locate information.
Accessing customer records

Information from other sources is accessed as necessary.
Updating customer records

Information, accessed from business systems and other sources, is analysed to meet customer requirements.
Updating customer records

Element 2 –
Update and maintain information related to customer transaction on commonly used system screens.
 

Appropriate screen is accessed to initiate a transaction.
Inputting customer records

All relevant data required to complete transaction, is entered.
Inputting customer records

Appropriate codes are used to complete a transaction.
Inputting customer records

Information and commands are input correctly.
Updating customer records

Transactions are checked for accuracy/errors before release.
Inputting customer records

Element 3 –
Seek support for system problems/issues identified during transaction.
 

Appropriate sources of help, for problems/issues, are identified.
Database details

The identified source/s of help are accessed to resolve problems/issues.
Database details

ICTTC204A –
Provide quality customer service

Description

A call centre agent is responsible for establishing a positive relationship with customers, and for providing quality information and friendly service. This unit provides the opportunity to obtain and practise the relevant skills. 

Element 1 –
Receive an inquiry from the customer.
Activity

Standard phrases are used to acknowledge the customer where applicable and in accordance with enterprise policy. 
Taking a call

An attentive and helpful manner is used in dealings with customers.
Taking a call

Element 2 –
Make initial contact with the customer. 
 

Introductions are made using standard phrases where applicable. 
Making contact

Customer's availability to continue with contact is assessed. 
Making contact

Element 3 –
Establish a relationship with the customer.
 

Customer identity and details are established and confirmed with customer records if appropriate. 
Inbound calls

Active listening, responding and empathy are applied to establish and maintain rapport with the customer.
Establishing customer needs

Element 4 –
Determine customer requirements. 
 

Active listening, questioning, responding and empathy are applied to determine the customer's requirements. 
Establishing customer needs

The customer's needs are ascertained to gain their agreement to a particular course of action.
Establishing customer needs

Appropriate referral or hand–off procedures are implemented as required.
Refer, transfer & escalate

Progress made on customer request/inquiry is communicated fully to staff member delegated to progress the issue.
Refer, transfer & escalate

Element 5 –
Respond to customer requests in a timely and effective manner.
 

Inquiries and requests are responded to promptly and accurately in accordance with enterprise policy. 
Inbound calls

The customer request is discussed in an articulate, easy to understand manner without the use of jargon or acronyms. 
Talking the talk

Appropriate options are identified and recommended within enterprise constraints, to satisfy the customer's need. 
Matching product to person

Opportunities to promote company products and services are taken to meet the customer's request/needs as appropriate. 
Matching product to person

A commitment, most appropriate to meeting the customer's needs, is discussed and agreed with the customer. 
Matching product to person

Sources of additional or more detailed information are accessed as appropriate to meet the customer's request/needs. 
Keeping customers informed

Service and products are provided to the customer as agreed and within business unit constraints. 
Taking orders

The customer is kept informed of progress. 
Keeping customers informed

The customer is provided with clear explanations regarding any delay or inability to meet commitments and satisfy their request/needs. 
Matching product to person

Customer satisfaction is checked by summarising information and confirming that objectives have been met. 
Coming to a close

Further assistance, with a commitment to service, is offered to the customer before closing. 
Coming to a close

The standard phrase is used to close the call if applicable. 
Coming to a close

Work is undertaken in manner which is safe to self and to fellow workers.
Occupational safety & health

ICTTC206A –
Respond to inbound calls relating to a specific marketing campaign

Description 

Call centre agents who answer customer calls relating to a specific marketing campaign will require skills ranging from providing accurate information to arranging for the delivery of the product or service.

Element 1 –
Identify campaign details.
Activity

Details of campaign are obtained and studied.
Taking part in marketing campaign

Matters not understood are discussed and clarified with campaign manager.
Taking part in marketing campaign

Prepared call guides are studied where appropriate.
Taking part in marketing campaign

Element 2 –
Process customer inquiries.
 

Customer needs are clearly established.
Establishing customer needs

Customer inquiries are satisfied in a prompt and efficient manner.
Inbound calls

Inquiries beyond capability or beyond scope of campaign are referred to designated enterprise person or details are recorded for later response. 
Recording campaign results

Information not supplied to the customer on the initial inquiry is followed up and relayed to the customer within the quickest possible time.
Keeping customers informed

Element 3 –
Arrange provision of campaign product/service.
 

Details related to customer requirements are ascertained.
Establishing customer needs

Full customer particulars are taken as required.
Taking orders

Appropriate enterprise records are completed and forwarded to area responsible for delivery of service and/or product.
Taking orders

Payment options are discussed and agreed with the customer.
Taking orders

Customers are advised as to payment methodology and address for payment.
Taking orders

Credit checks are arranged were enterprise policy requires.
Credit checks

Delivery arrangements are discussed and agreed with customer and included with customer particulars.
Taking orders

Privacy arrangements are fully applied during the transaction.
Privacy

Work is undertaken in manner which is safe to self and to fellow workers.
Occupational safety and health

Element 4 –
Record campaign results.
 

Recorded outcomes are collated and presented in accordance with enterprise policy.
Recording campaign results

Difficulties encountered are recorded and reported as required.
Recording campaign results

ICTTC207A –
Conduct outbound telemarketing campaign

Description 

Call centre agents who make outbound calls relating to a specific marketing campaign require in–depth knowledge of the campaign details as well as skills such as following the call guide and recording and collating outcomes on the forms provided. 

Element 1 –
Identify telemarketing campaign requirements.
Activity

Campaign details are studied and questioned where details unclear.
Taking part in marketing campaign

Prepared call guide is studied and fully understood.
Taking part in marketing campaign

Operational boundaries are discussed and agreed.
Taking part in marketing campaign

Technology to be utilised is identified and most effective use determined.
Understand and use technology

Fulfilment processes are discussed, understood and agreed.
Taking part in marketing campaign

Call targets are identified and agreed.
Reaching your targets

Element 2 –
Conduct campaign.
 

Telephone calls are identified from database.
Taking part in marketing campaign

Calls are made in the most effective manner possible.
Making contact

Call guide is followed in accordance with enterprise policies and procedures.
Making contact

Call principles are followed in line with enterprise policy.
Making contact

Customer responses are recorded accurately on the provided forms.
Recording campaign results

Customer queries are answered or referred to appropriate person in accordance with enterprise policy.
Refer, transfer and escalate calls

Customer requests are actioned in accordance with enterprise policy.
Taking orders

Work is undertaken in a manner that is safe to self and fellow workers.
Occupational safety and health

Element 3 –
Record campaign results.
 

Recorded outcomes are collated and presented in accordance with enterprise policy.
Recording campaign results

Difficulties encountered are recorded and reported as required.
Recording campaign results

Performance against agreed call targets is assessed and analysed for future improvement.
Reaching your targets

Database is amended where applicable.
Updating customer records

ICTTC210A –
Process sales of limited product/service from incoming inquiries

Description 

This unit ensures students have the skills and knowledge to handle customer sales enquiries for a limited range of products or services. 

Element 1 –
Identify customer needs.
Activity

Customer needs are clearly established.
Establishing customer needs

Customer records are accessed in the case of an existing client.
Accessing customer records

Product/service matching customer needs is identified, presented to the customer.
Matching the product to the person

Customers are fully informed as to product/service price.
Making the most of a sales call

Customer inquiry is referred to appropriate person/area in accordance with enterprise policy where customer need cannot be satisfied.
Refer, transfer and escalate calls

Sales principles are followed as per enterprise policy.
Making the most of a sales call

Customer objections are managed effectively as required.
Making the most of a sales call

Element 2 –
Close sales.
 

Product/service to be purchased is agreed with the customer.
Matching the product to the person

Payment options are discussed and agreed with the customer.
Taking orders

Customers are advised as to payment methodology and address for payment where necessary.
Taking orders

Credit card details are recorded and verified with customer where appropriate.
Taking orders

Credit checks are arranged where enterprise policy requires.
Credit checks

Delivery/installation arrangements are discussed and agreed with the customer and actioned.
Taking orders

Privacy requirements are fully applied during the transaction.
Privacy

Opportunities for further sales are identified and brought to notice in accordance with enterprise policy.
Matching the product to the person

Element 3 –
Input sales records.
 

Details relating to sale are fully recorded on enterprise systems.
Inputting customer records

Existing customer records are amended where appropriate.
Updating customer records

Invoices are raised where required.
Taking orders

Delivery/installation details are recorded in accordance with enterprise policy.
Taking orders

Performance against agreed targets is assessed and analysed for future improvement.
Reaching your targets

Work is undertaken in manner which is safe to self and to fellow workers.
Occupational safety and health

ICTTC213A –
Provide support and assistance to customers relating to a particular product/service

Description 

Agents need to be able to competently and confidently provide support and assistance to customers. This unit applies to handling basic enquiries related to the provision of particular products and services.

Element 1 –
Identify and clarify customer inquiry.
Activity

Customer is queried for information related to inquiry.
Establishing customer needs

Type of assistance required by the character is determined.
Establishing customer needs

Customer records are accessed where required and available.
Accessing customer records

Further information is sought from the customer where needed.
Establishing customer needs

Element 2 –
Satisfy customer need.
 

Information required by the customer is accessed and provided in an efficient and timely manner.
Keeping customers informed

Systems are activated to provide information where required.
Accessing customer records

Relevant specialist advice is accessed prior to satisfying customer requirements where required.
Keeping customers informed

Customer is kept informed as to progress when further information is sought.
Keeping customers informed

Inquiry is escalated where solution is complex or affects enterprise policy.
Refer, transfer and escalate calls

Where delays occur, customer is offered call back service at a time convenient to both parties.
Keeping customers informed

Work is undertaken in a manner that is safe to self and fellow workers.
Occupation safety and health

ICTTC219A –
Resolve complaints dealing with a specific product/service

Description 

This unit ensures students are able to deal with customer complaints relating to a limited range of products or services. This includes establishing the underlying cause of a complaint and resolving or escalating the complaint as appropriate. 

Element 1 –
Identify and analyse the complaint to establish the underlying cause.
Activity

The complaint is established through active listening, questioning and empathy. 
Customer complaints 1 – Getting the details

Systems are interrogated to capture data that relates directly to the complaint as stated by the customer.
Accessing customer records

The customer is queried for information related to the complaint and possible cause(s).
Customer complaints 1 – Getting the details

The underlying cause of the complaint is identified, summarised and agreed with the customer.
Customer complaints 1 – Getting the details

Work is undertaken in a manner that is safe to self and fellow workers.
Occupational safety and health

Element 2 –
Determine and agree appropriate action to resolve the complaint.
 

Possible options to resolve the complaint are determined and reviewed within enterprise constraints.
Complaints 2 – Complaint resolution and escalation

Action to resolve the complaint is agreed and confirmed with the customer.
Complaints 2 – Complaint resolution and escalation

The complaint is escalated to the next highest authority in accordance with standard procedures.
Complaints 2 – Complaint resolution and escalation

All data relevant to the complaint is given to person dealing with the escalated complaint.
Complaints 2 – Complaint resolution and escalation

Customer is informed as to further action in the event of further referral including negotiation with customer as to agreed call back arrangements.
Complaints 2 – Complaint resolution and escalation

Activity Overviews

Accessing customer records

Purpose

In this activity the students will access customer records as appropriate using a database to provide information to satisfy customer requests.

On completion of the activity, students will be able to – 

· access customer records using a database

· satisfy customer requests, using information sourced from the database.

Background information

The database PRESTO has been developed specifically for this toolbox. To limit download times, it only has limited functionality. PRESTO allows students to edit the data provided and to add new customers up to a maximum of 10 customer records. 

Changes to the database will be saved on the student’s PC. If several students are sharing a PC, they will over–write each other’s changes to customer records. 

The database offers a ‘Load default customers’ function that allows the student to restore the original customer records that the exercises revolve around.

Related resources

This activity revolves around using the custom database PRESTO. The introductory database activity is ‘Database details’. It is highly recommended that students complete this before starting this activity.

Components

The activity consists of five pages – 

Page 1
The search screen – students revise how the PRESTO database works and refer to the PRESTO agents’ guide to help them identify the correct statements regarding the Search screen.


Difficulty – Ensure students are comfortable accessing and working with the PRESTO database.

Page 2
Knowing where to look – students listen to audios and then decide which button(s) in the database they need to click to retrieve the relevant information.

Page 3
Retrieving information from the database – students refer to the database and answer questions about the information they’ve looked up. 


Customisation – Student could use your organisation’s database system to do similar exercises. Students already in the workplace could buddy with existing staff that are using the database system used in the organisation.


Students will email you the answers to the questions in two email messages. 


The correct answers to the questions are as follows.

Email 1 (TJ Nursery)
Email 2 (Ryan Williams)

Contact person – Joe Stride

25 garden tool sets and 3 boxes of chrysanthemums

44 Bradbury Close, Malaga
Delivery date – 14/5

Order cost – $75

Email – no

Page 4
Students listen to calls, access the database and answer questions about the information recorded in the database.


Collaboration – Students could discuss their organisation’s database system on the bulletin board.

Page 5
Students role-play conversations and then write a report, which is sent to the online teacher.


Collaboration – You will need to arrange for students to work in pairs for the role-play exercise. The exercise should be done face-to-face where possible. The chat room may be used as an alternative. 


Assessment – Assess the report students email to you and/or watch the role-plays.
Related resources 

This activity revolves around using the custom database PRESTO. The introductory database activity is ‘Database details’ which it is highly recommended that students complete before starting this activity. 

Performance criteria covered by this activity

Unit
Element of Competency
Performance Criteria

ICTTC202A 

Use specific enterprise systems to satisfy customer requirements
1
Locate and interpret information on most commonly used system screens
1.2
Customer requests are analysed to determine what data needs to be accessed.

1.6
Appropriate codes are used to locate information.

ICTTC213A 

Provide support and assistance to customers relating to a particular product(s)/ service
1
Identify and clarify customer inquiry
2
Satisfy customer need.
1.3
Customer records are accessed where required and available.

2.2
Systems are activated to provide information where required.

ICTTC 219A

Resolve complaints dealing with a specific product/service
1
Identify and analyse the complaint to establish the underlying cause.
1.2
Systems are interrogated to capture data, which relates directly to the complaint as stated by the customer.

Credit check

Purpose

In this activity the students will learn how to process a credit check for a customer in order to establish a line of credit or operate a monthly account.

On completion of the activity, students will be able to – 

· request customer credit details

· accurately record customer credit details

· process a credit application form.

Components

The activity consists of the following eight pages.

Page 1
Students look at a credit application form.


Customisation – Use your organisation’s credit application forms.

Page 2
Communication, collaboration and assessment – Students post a message on the bulletin board about checking a customer’s credit rating.


Possible answers are as follows.

· They are less likely to pay their bills on time.

· They have experienced financial difficulties in the past.

· The customer is not a good financial manager and may be a risk to a business if they don’t pay their account.

Page 3
Steps to take before beginning a credit check – students listen to audio. 


Assessment – students write a script, which includes all the essential points, which should be mentioned before a credit check has begun.

Page 4
Students look at a conversation which covers all the questions which must be asked in order to fill out a credit application form. Students do a drag and drop exercise where they identify the techniques used in the conversation.

Page 5
Students look at the way a credit application form has been filled out in response to the conversation on the previous page.

Page 6
Students work through an interactive scenario where they choose the most appropriate sentences.

Page 7
Students fill in a credit application form in response to a conversation.


Extension – You could hold a discussion with the group about processing credit applications in your workplace. For customisation purposes you could ask questions specific to your organisation. This could be a bulletin board or email activity.

Page 8
Communication, collaboration and assessment – students role-play a conversation and fill in a credit application form. Students already in the workplace could buddy with existing staff to listen to them taking orders and processing credit applications. 

Extension – Students could demonstrate their skills by taking a mock inbound call from you. This should include processing a credit application.

Performance criteria covered by this activity

Unit
Element of Competency
Performance Criteria

ICTTC206A

Respond to inbound calls relating to a specific marketing campaign
3
Arrange provision of campaign product/service.
3.6
Credit checks are arranged where enterprise policy requires.

ICCTC210A

Process sales of limited product/service from incoming enquiries
2
Close sales.
2.5
Credit checks are arranged where enterprise policy requires.

Coming to a close

Purpose

In this activity the students will learn how to finish a call in a professional manner, following appropriate steps in order to provide excellent customer service.

Components

The activity consists of the following ten pages.

Page 1
Consult the PPM – Closing the call. Answer a multiple–choice question identifying the details that need to be confirmed when closing a call.


Extension – students could discuss the appropriate attitude and tone to use when closing a call, and why this is important. This could be face-to-face or using the discussion tools.

Page 2
Read a conversation where an agent brings a call to closure. Read the message pad with the summarised message. Summarise a conversation and compare this with the summary provided.

Page 3
View two demonstrations of the information to select from a conversation, and the associated summary. Carry out practice activities to identify the keywords in two conversations.
Page 4
Verbal clues to customer satisfaction – listen to audios and decide whether the customers are using a positive or negative tone of voice.

Page 5
Ask whether the customer is satisfied – read a conversation where an agent checks for customer satisfaction. Complete a cloze exercise to practise checking for customer satisfaction.


Assessment, communication and collaboration – students write about a time they telephoned to make a complaint, and post this to the bulletin board for further discussion.

Page 6
Offering further assistance. Read a conversation where an agent fails to offer further assistance.


Assessment and communication – students think of five phrases suitable to use to offer further assistance to a customer. The phrases are emailed to you.

Page 7
Farewell – answer a multiple–choice question identifying the most appropriate farewell to use. Consult the PPM for standard phrasing to be used when closing a call.

Page 8
Read three conversations and complete the closing the call checklist to assess the performance of the agents.

Page 9
Complete an activity selecting appropriate agent responses to bring a call to closure.

Page 10
Simulation exercise – read two conversations and summarise the messages.


Assessment – students could submit the two message summaries to you using email.


Assessment, communication and collaboration – students take part in a role-play activity to bring calls to closure.


Preparation – you will need to organise the students into pairs or groups, and organise a time for the chat activity to take place.

Performance criteria covered by this activity

Unit
Element of Competency
Performance Criteria

ICTTC204A

Provide quality customer service
5
Responds to customer’s requests in a timely and effective manner.
5.10
Customer satisfaction is checked by summarising information and confirming that objectives have been met.

5.11
Further assistance, with a commitment to service, is offered to the customer before closing.

5.12
The standard phrase is used to close the call if applicable.

Customer Complaints 1 – Getting the details
Purpose

On completion of this activity, students will be able to handle a customer complaint with empathy, and use effective listening and questioning skills to identify the cause of the customer complaint. Once they have identified the cause of the complaint, they will get agreement from the customer that their summary of the complaint is correct.

Components

The activity consists of the following 16 pages.

Page 1
Listen to an audio of an angry customer and answer a multiple choice question about the attitude you should have in response.  

Page 2
Consult the PPM about customer care procedures. Complete two short answer questions about customer care.

Page 3
Communication and collaboration – students describe and discuss a complaint they have made to a service organisation. This can be face-to-face or using the communication tools.


Assessment, communication and collaboration – students write brief reports on a good and a bad experience they have had when making a complaint. This can be discussed either face-to-face or using the bulletin board.

Page 4
Consult the PPM for the definition of complaints. Drag and drop activity to differentiate between complaints and requests.

Page 5
Active listening and questioning skills – listen to audios and answer multiple choice questions about customer reactions to an agent’s response.

Page 6
Active listening and verbal gestures – short answer question on the importance of verbal gestures.

Page 7
Paraphrasing – listen to audio and answer a multiple choice question.

Page 8
Acknowledgment and paraphrasing.


Assessment, collaboration and communication – role-play in groups of three (as customer, agent and buddy) to demonstrate verbal encouragement and paraphrasing. Follow with discussion. This can be either face-to-face, or using chat. The checklists can be submitted to you or filed in the student’s portfolio.


Preparation – you will need to organise the groups of three and arrange how the role-play is to be carried out.

Page 9
Empathy – multiple choice question to identify responses showing empathy.

Page 10
Positive rather than negative response – drag and drop activity to match positive and negative statements.

Page 11
Assessment – Students rephrase five negative responses. Submitted using email.

Page 12
Consult the PPM about recording customer complaints. Students think of three reasons why this is important. View a customer complaint form.

Page 13
Open versus closed questions. Students identify samples of each.

Page 14
Chart showing steps to follow in a customer care call.

Page 15
Scenario – alternative ways to handle a customer care call.

Page 16
Assessment, collaboration and communication – role-play in groups of three (as customer, agent and buddy) to demonstrate empathy and questioning skills. Can be either face-to-face or using chat. The customer care forms and checklists can be submitted to you or filed in the student’s portfolio.


Preparation – you will need to organise the groups of three and arrange how the role-play is to be carried out.


Extension – students discuss with you what they understand by customer care, empathy, open and closed questions, and paraphrasing.


Extension – play the role of a disgruntled customer yourself. Ask students to fill in a customer care form and send it to you.

Performance criteria covered by this activity

Unit
Element of Competency
Performance Criteria

ICCTC219A

Resolve complaints dealing with a specific product/service.
1
Identify and analyse the complaint to establish the underlying cause.
1.1
The complaint is established through active listening, questioning and empathy.

1.3
The customer is queried for information related to the complaint and possible cause(s).

1.4
The underlying cause of the complaint is identified, summarised and agreed with the customer.

Related activity

Customer Complaints 2 – Complaint resolution and escalation.

It is recommended that Receive complaints is completed before Customer Complaints 2 – Complaint resolution and escalation.

Customer Complaints 2 – Complaint resolution and escalation

This activity follows Customer Complaints 1 – Getting the details, and should ideally be studied after that activity is completed. 

Purpose

In this activity the students will learn how to resolve a customer complaint, or to escalate it where appropriate. They will be able to offer resolution options to the customer, seek the customer’s desired resolution option, and ensure agreement to that option from the customer. They will be able to identify when a complaint falls outside their delegation and will be able to escalate the complaint in a professional manner.
On completion of this activity, students will be able to – 

· resolve or escalate a customer complaint

· offer resolution options

· identify whether a complaint falls outside their area of delegation.

Components

The activity consists of the following 14 pages.

Page 1
Revision of the PPM information on customer care – useful for students who have not done the Complaints 1 activity, or as a revision of some key points in it. Students read the PPM, complete a quiz and receive feedback.

Page 2
Students listen to a poor example of complaint resolution and record their ideas on what bothered them about it. They get feedback and listen to a better example of complaint resolution.


Extension – Play the role of a disgruntled customer, and ask students to handle the call and fill in the customer care form. Use the buddy checklist to give feedback.

Page 3
Delegation/levels of authority – students complete exercises to demonstrate their understanding of levels of delegation and discretionary limits, and read a cautionary tale from Ben.

Page 4
Students are presented with the options available to resolve complaints at Bushland Blooms and the questions the customers may ask in response to these. The preferred options are indicated and students work through a multiple choice activity where they select best options to offer. 


Communication, collaboration and assessment – Encourage students to use chat or the bulletin board to discuss what they would do in different complaint situations.

Page 5
Checking that an offered option suits the customer – what could go wrong if you don’t check?  Repeat of an audio, which is a good example of complaint resolution. 

Page 6
What to say to keep customers informed.


Communication and assessment – students email their conversation ideas which match the technique, to their online teacher.

Page 7
Drag and drop exercise on finalising the resolution with the customer. 


Communication, collaboration and assessment – bulletin board exercise on keeping customers informed.

Page 8
Students record ideas on why customer care forms are valuable. They listen to a customer complaint audio, complete a form (onscreen), and check it against a completed form.


Extension – Ask students to look at their organisation’s customer care (complaints recording) forms, and how these relate to the database. How would they write a customer care form? 

Assessment – Ask students to discuss their understanding of customer care with you. Ask them how they would decide whether to deal with a complaint or to escalate it, and how they would keep the customer informed.
Page 9
Assessment – Students listen to a customer complaint audio, fill in a customer care form onscreen, and email it to their online teacher.


Extension – Ask students to look at their organisation’s guidelines on resolution and escalation of complaints. Are there any differences in the two approaches? Can students think why these differences exist?

Page 10
Communication, collaboration and assessment – students take part in role-plays, taking the roles of customer, agent, and buddy. The buddy observes the agent and fills in a checklist. NOTE – Students are told that their online teacher will contact them with details on how the role-play will be carried out.


Before the role-play you will need to:

· organise students to work in threes (on–site groups, or three–way phone conversations)

· ensure that students have printer access, so that they can print hard copies of the tasks, and the Task 2 – Buddy checklist (used in the role-play)

· tell students how to report on the task.

Extension – ask students to make an audio recording of themselves completing a role-play, resolving or escalating a complaint. Ask the buddy to submit the buddy checklist for that role-play.


Difficulties – students may not all realise the difference between the customer care form (an html document) and the buddy checklist (a word document). These are used in the role-play. Both are printable, but the filled–in customer care form cannot be saved. 

Page 11
Complaint escalation – students read the PPM and complete an exercise, where they select whether a situation needs escalation or not.

Page 12
The who and how of complaint escalation – students read the PPM and work through a scenario interaction, where they escalate a call.

Page 13
Students complete an interaction on what to do when your supervisor is busy and can’t take the call. 


Communication, collaboration and assessment – students participate in a bulletin board exercise on call back arrangements.


Extension – Ask students to ring call centres with any genuine complaints they have (e.g. banking issues, difficulties getting through to government agencies) NOTE – It is important that students make genuine calls, so that they are aware of the emotional investment that a customer has in a complaint call. Students observe the way in which the agent dealt with the call, and report back to the group.

Page 14
The activity is summarised and closed.

Performance criteria covered by this activity

Unit
Element of Competency
Performance Criteria

ICCTC219A

Resolve complaints dealing with a specific product/service.
2
Determine and agree appropriate action to resolve the complaint.
2.1
Possible options to resolve the complaint are determined and reviewed within enterprise constraints.

2.2
Action to resolve the complaint is agreed and confirmed with the customer.

2.3
The complaint is escalated to the next highest authority in accordance with standard procedures.

2.4
All data relevant to the complaint is given to the person dealing with the escalated complaint.

2.5
Customer is informed as to further action in the event of further referral including negotiation with customer as to agreed call back arrangement.

Database details

Purpose

In this activity the students will be able to describe the training database screens and explain their fields and functions. Students will know where to obtain system help.

On completion of the activity, students will be able to – 

· describe the database screens

· access database system help

· select the appropriate screen 

· maintain database integrity.

Background information

The database PRESTO has been developed specifically for this toolbox. To limit download times, it only has limited functionality. PRESTO allows students to edit the data provided and to add new customers up to a maximum of 10 customer records. 

Changes to the database will be saved on the student’s PC. If several students are sharing a PC, they will over–write each other’s changes to customer records. 

The database offers a ‘Load default customers’ function that allows the student to restore the original customer records that the exercises revolve around.

Components

The activity consists of eight pages – 

Page 1
Students are introduced to the concept of system databases and the training database PRESTO.

Page 2
Students are shown a comparison between an electronic and a paper–based information system.


Extension – students could compare their specific enterprise systems with regards to what they can and can’t do, the types of information recorded and the structure.

Page 3
Students do a drag/drop exercise to select the customer information that would be stored in a database.

Page 4
Students become familiar with the different database screens and do a problem–based drag/drop exercise.


Communication and collaboration – Some students may find the jargon of the screens difficult to understand. A discussion in the chat room or on the bulletin board could alleviate this problem.


Customisation – Substitute your organisation’s database for the PRESTO database.

Page 5
Students explore the Search screen.

Page 6
Students complete a drag and drop exercise to place missing fields in the correct position on the Search screen.

Page 7
Students explore the Add screen.

Page 8
Students decide whether the Add or Search screen offers the described function which they would need to access in order to complete a given task.


Extension – students could discuss when and why they would use a particular screen.

Page 9
Communication and collaboration – Students share experiences and ideas regarding different database systems on the bulletin board.

Page 10
Students are introduced to the importance of database integrity and they work through a multiple choice scenario based on correcting mistakes in the database.

Page 11
Students do an exercise on the importance of correct spelling.

Page 12
Students explore different sources of help and use the user guide to complete a worksheet regarding the functions of the training database.


Customisation – substitute your help resources.


Extension – students could be set a task to research using the help resource.
Performance criteria covered by this activity

Unit
Element of Competency
Performance Criteria

ICTTC202A

Use specific enterprise systems to satisfy customer requirements
1
Locate and interpret information on most commonly used system screens

3
Seek support for system problems/ issues identified during transaction.
1.3
Possible sources of information are identified.

1.4
Screens appropriate to the business to be transacted are located in a timely manner.

3.1
Appropriate sources of help, for problems/ issues, are identified.

3.2
The identified source/s of help are accessed to resolve problems/issues.

Driving your computer

This activity is for assessment only and does not provide any learning content.

Purpose

In this activity the students will demonstrate competency in identifying their computer equipment and starting and closing a computer session. They will demonstrate the ability to access help information, skills in operating a mouse and keyboard and basic knowledge of file management.

On completion of this activity, students will be able to – 

· identify their computer equipment

· start and close a computer session

· access help information

· operate a mouse and keyboard

· manage files.

Preparation

Due to the differences existing between computer systems and applications, this activity is presented as an assessment tool rather than a learning tool. Thus, questions are phrased in a non–platform, browser or program specific format. Some students who are familiar only with the jargon used in their platform, browser or program may require additional explanations to enable them to complete the exercises. 

You should only allow students to attempt the activity if you are confident that they will pass.

When preparing for using this activity with students you should – 

· identify the hardware and software to be used by the student/students

· determine the skill level of students

· provide additional learning resources as required

· instruct students on how to do the exercises, and how many attempts they have to complete them.

Prior information teachers should provide

You must contact each student prior to starting the activity to confirm that their skill level is sufficient and to confirm the platform, browser or program they are using. 

Students who do not have adequate skills will need to be directed to additional learning activities to achieve the required level of competence. 

These are some suggested books and websites that can be used as learning tools – 

· Any book in the ‘… for Dummies’ or the ‘Idiots guide to…’ series. These take a very hands–on, plain language approach and are available for a wide range of word processing programs. They are also readily available and reasonably priced.

Online tutorial:

· http – //www.freetutorials.com
This is just a guide, so you are free to suggest other books and websites, particularly as new ones are becoming available.

Provide clear instructions to students as to the assessment process and number of attempts they have to successfully complete the assessment.

For the keyboarding assessment on page 7 you need to let students know which of the three activities they should do. You may ask them to do a less difficult activity  (activities 2 & 3) as a practice before they attempt the more difficult version (activities 1 &2).

Related resources

Students who are not proficient with a mouse could be advised to play games like Solitaire to develop their eye–hand coordination.

There are a number of free typing tutorials available on the web for students who need to improve their typing technique, speed or accuracy.

One such free typing tutorial is available on the WestOne web site at:

http – //www.westone.wa.gov.au/courses/guide/s5/fs–tt.htm 

Difficulties

It is strongly recommended that you keep in contact with the students throughout this activity to ensure they understand the requirements of the assessment and to provide guidance where necessary. Some instructions in the activity may need to be further explained to students to suit the particular application they are using. 

The worksheets are all in the form of downloadable RTF documents which may not be able to be opened by all word processing programs, so you may have to convert them to a suitable format for a student if they are having difficulties.

To reflect workplace conditions, the keyboard activity has been programmed to test both accuracy and speed. The greater weight is on accuracy rather than speed as this is crucial when entering customer and order details. 

Components

The activity consists of the following seven pages.

Page 1
Students assess their own skill level by reading through the activity overview and answering some questions. They read directions for completing the assessment and actions to take before starting it. 


Collaboration – before beginning and throughout the assessment, students may find it helpful to use Discussions or Chat to share tips and suggestions regarding their hardware and software with other students.

Page 2
Students complete a checklist about their computer hardware and software and email the checklist to you (Worksheet 1).

Page 3
Students answer questions about networks and standalone computers using a worksheet that they download, edit and email to you (Worksheet 2).

Page 4
Students either research their own organisation’s policy and procedures manual or download the Bushland Blooms policy and procedures manual and then answer questions relating to the correct login and shutdown procedures using a worksheet that they download, edit and email to you (Worksheet 3).


Alternative – students already in the workplace may demonstrate their ability to login and shutdown their computer according to the organisation’s policy and procedures.

Page 5
Students answer questions about the Help resources available on their computer and managing files and applications using a worksheet that they download, edit and email to you (Worksheet 4).


Alternative – students already in the workplace may demonstrate their competency by operating a computer correctly in the workplace environment, demonstrating the ability to access Help resources and managing files and applications.

Page 6
Mouse skills assessment – students select the type of mouse they are using and complete a checklist on the functions of that mouse. The checklist is emailed to you for assessment. See Worksheet 5 – Checklists – correct responses below.


The students then complete a timed practical mouse skills test (the test is the same for all mouse types). This activity is assessed online. Students who successfully complete the test will email you with the subject ‘Driving your computer – Mouse – online, spherical, image, power and skyline’. The last five words are clues given to the students as they complete each mouse task. 


If a student does not complete this activity satisfactorily, a cookie locks them out of the page. These students will email the lockout code to you in an email message with the subject line ‘Driving your computer – Mouse proficiency activity – another attempt, please’.


To allow the student access to the page again you need to match the lock code with the correct unlock code from the Cookie codes table below and email the unlock code to the student. You may also want to suggest some revision or practice prior to granting a second attempt.


Alternative – students already in the workplace may demonstrate their competency in using a mouse, by working on practical workplace activities, which involve using the mouse.

Page 7
Keyboarding skills assessment – students listen to four audios of customers giving their name and address details, and enter the data into a form in a timed activity. This activity is assessed online.


The keyboarding activity on this page is available at three different levels of difficulty. Each activity contains the same four audios and forms. The required accuracy for all three activities is the same, however, the time allowed for completing each exercise varies – 

· Keyboarding activity 1 allows ninety (90) seconds for each audio.

· Keyboarding activity 2 allows two (2) minutes for each audio.

· Keyboarding activity 3 allows three (3) minutes for each audio.


Students can replay each audio twice within the time allotted. They also can hear the information spelt out. These can also be replayed twice. 


If the student completes the four exercises in the keyboarding activity within the time allowed and with the required accuracy, they are given a message to email to you ‘Driving your computer – I am competent in the keyboarding activity’.


If the student does not complete the keyboarding activity with the required accuracy or within the time allowed they are locked out of this page by a cookie and given a code to email to you. The email will have the subject ‘Driving your computer – Keyboarding activity – another attempt, please’. 


To allow the student another attempt at the keyboarding activity, you need to match the lock code with the correct unlock code from the Cookie codes table below and email the unlock code to the student. You may also want to suggest some revision or practice prior to granting a second attempt.


Alternative – students could demonstrate their competency by completing a keyboarding activity in their workplace.

Worksheet 5 – checklists – correct responses.

Worksheet 5a – correct responses.

Action
Correct response

Single click
Yes

Left single click
No

Right single click
No

Double click
Yes

Left double click
No

Right double click
No

Roll up
No

Roll down
No

Roller depressed (C button)
No

Drag and drop
Yes

Select multiple items
Yes

Point
Yes

Select single item
Yes

Single click and hold down
Yes

Bring up shortcut menus
Yes

Hover
Yes

Worksheet 5b – correct responses.

Action
Correct response

Single click
Yes

Left single click
Yes

Right single click
Yes

Double click
Yes

Left double click
Yes

Right double click
Yes

Roll up
No

Roll down
No

Roller depressed (C button)
No

Drag and drop
Yes

Select multiple items
Yes

Point
Yes

Select single item
Yes

Single click and hold down
Yes

Bring up shortcut menus
Yes

Hover
Yes

Worksheet 5c – correct responses.

Action
Correct response

Single click
Yes

Left single click
Yes

Right single click
Yes

Double click
Yes

Left double click
Yes

Right double click
Yes

Roll up
Yes

Roll down
Yes

Roller depressed (C button)
Yes

Drag and drop
Yes

Select multiple items
Yes

Point
Yes

Select single item
Yes

Single click and hold down
Yes

Bring up shortcut menus
Yes

Hover
Yes

Performance criteria covered by this activity

Unit
Element of Competency
Performance Criteria

ICTTC201A

Use basic computer technology to process enterprise and customer data in the call centre environment.
1
Establish context and background information
1.1 Type of computer technology is identified.

1.2 Operational manuals are obtained.
1.3 Correct ‘Log On’ procedures are identified and initiated.
1.4 Appropriate password is established and used in accordance with established protocol where required.


2
Identify and access relevant computer files.
2.3 The keyboard and mouse are used proficiently to access applications.

2.5 System is exited using appropriate ‘Log Off’ procedures

Cookie codes

Example – Student emails you the lock code LAP. The unlock code that corresponds to LAP is OLE. You email the code OLE back to the student to allow them another attempt at the test.

See also below for more details.

Lock code
Unlock code

LAP
OLE

JKL
AMP

WRE
FTR

ZMC
SMA

CHA
WEL

APP
EBY

ANE
ALD

LEN
AGE

PAT
MAR

GAR
ETC

LOU
RAG

HIR
LEY

OCK
TOM

JUL
ANN

ODI
EME

RSO
KAT

THY
AUR

HNA
PRS

ZIA
HEA

SCH
NIT

How the cookies work

A number of the activities in ‘Driving your computer’ use cookies to lock students out of an activity after an error is made, or when they have not completed the activity in the timeframe specified. 

The cookie works as follows:

· The student is prompted to send a lock code to their online teacher. 

· The online teacher has a list of lock codes and their corresponding unlock codes.

· The teacher emails the student the unlock code.

· The student enters the unlock code when prompted and can access the activity again. 

Netscape users may have to re–enter the unlock code if they close and re–open the browser and access the same page.

The cookie codes for the mouse interaction and the three keyboarding interactions are called as follows.

Mouse interaction

lockCode.

· Keyboarding interaction 1
keyboardCode1.

· Keyboarding interaction 2
keyboardCode2.

· Keyboarding interaction 3
keyboardCode3.

Internet Explorer on Apple Macintosh – Each time a cookie is set, the user will see a list of all of the cookies that may have been previously set for them. The user needs to take care to enter the unlock code that corresponds to the interaction they are trying to access.

What if the student forgets the unlock code?

If the screen is locked (the cookie is set) but the student forgets to write down the code to send to the teacher, the teacher will not be able to provide the correct unlock key. 

There are two ways to deal with this.

1. The teacher or student can go through each unlock key until they enter the right unlock code.

2. The cookie can be deleted from the machine. See the following explanation.

Unlock the screen by deleting the cookie

The quickest way to locate where a cookie is stored is as follows.

PC – Internet Explorer 

1. Click on Start, then Find, then Files or Folders.

2. Type the word cookie in the first field, and make sure you have selected the local hard drive (my computer) in the Look in field.

3. Click Find now. You will then get a list of items that contain the name ‘cookie’. Usually Internet Explorer saves cookies to a folder called Cookies. When you open the folder, you will see a number of .txt files. These are the cookie files.  Delete all files in the folder called Cookies.

4. You may have to close and restart the Internet Explorer browser. 

PC – Netscape

1. When a cookie is set in Netscape, the information is stored in a file called cookies.txt. As this file can be located in different folders on a user’s computer, do a search for cookies.txt. 
The path can look as follows:
C – \Program Files\Netscape\Users\<user name>\cookies.txt.

2. Delete the file cookies.txt. You may have to close and restart the Netscape browser.

Apple Macintosh – Internet Explorer 

1. With the browser open, select Edit from the top menu bar, then select Preferences.

2. In the Preferences window, select Receiving files. The right panel will list the cookies. Select all the cookie files and delete them. 

3. Click OK and close the Preferences window. You can simply refresh the screen. 

Apple Macintosh – Netscape

1. When a cookie is set in Netscape on the Apple Mac, the information is stored in a file called MagicCookie. As this file can be located in different folders on a users’ computer, do a search for cookie. The path may look as follows.
Macintosh HD\System Folder\Preferences\Netscape Users\<user name>\MagicCookie
2. Remove the file MagicCookie. You may have to close and restart the Netscape browser.

Effective messages

Purpose

On completion of this activity students will be able to take and leave messages that are clear, concise and courteous, and follow enterprise procedures. They will also be able to confirm that the recipient of the message has understood the message details. 

Components

The activity consists of four pages – 

Page 1
Taking a message – students do a multiple–choice drag and drop activity to identify how to improve a sample conversation.

Page 2
Taking a message – students listen and observe an agent take a model message. After consulting the PPM, they draft their own message based on a conversation they listen to. This message is sent to teacher.

Assessment and collaboration – assess the message that students email to you. Students can practise taking messages in a workplace situation.

Page 3
Leaving a message – with a person and on an answering machine.

Page 4
Students participate in a role-play activity to practise leaving and taking messages.


Assessment, communication and collaboration – students need to work in pairs. If the students are not in a classroom situation, you will need to define the communication tool that they are to use, possibly the synchronous chat tool or the telephone. Advise students of the date/time for the role-play. Alternatively, you can conduct the activity directly with the student, on an individual level. You could telephone individual students pretending to be a customer, and assess their performance.

Performance criteria covered by this activity

Unit
Element of Competency
Performance Criteria

ICTTC200A – 

Use Telecommunications technology in receiving and making calls in the call centre environment
2
Receive and respond to incoming calls.


2.7
Messages are taken where appropriate in accordance with enterprise procedures

2.8
Messages are recorded using clear and concise language so that meaning is readily understood by the recipient.


2 Make outgoing calls and transmit messages.


2.7 Messages are passed on clearly and concisely where required.

2.8 Understanding of a passed message is verified with the receiver.

Establishing customer needs

Purpose

In this activity the students will increase their understanding of active listening and they will learn techniques they can use in order to demonstrate it. 

On completion of the activity, students will be able to – 

· use verbal gestures to demonstrate active listening

· use empathy to build rapport

· use open and closed questions in order to obtain specific information.

Components

The activity consists of the following eight pages.

Page 1
Students are shown good and bad examples of listening and they answer true and false questions.

Page 2
Students do a drag and drop activity where they determine whether a gesture is verbal or non verbal.

Page 3
Introduction of verbal techniques which demonstrate active listening – students carry out a drag and drop exercise.


Communication, collaboration and assessment – Students role-play conversations, using active listening techniques. Students already in the workplace could buddy with existing staff to listen to them using verbal gestures in order to show active listening.
Page 4
Interactive scenario using a simulated call.

Page 5
Students learn about unconscious barriers.


Communication, collaboration and assessment – Students discuss the impact of unconscious barriers on the bulletin board.


Difficulty – You may need to reinforce the different forms of barriers in the discussion, such as unconscious or external barriers.

Page 6
Students answer short answer questions and distinguish between open and closed questions.


Extension – Observe students simulating calls using open and closed questions.

Page 7
The concept of empathy is introduced and students do a drag and drop exercise and write the definition.


Extension – Students write a short essay about empathy and the importance it has when building a relationship with a customer.

Page 8
Students listen to and evaluate two sample conversations and identify the verbal techniques used in one of them.

Performance criteria covered by this activity

Unit
Element of Competency
Performance Criteria

ICTTC204A 

Provide quality customer service.


3
Establish a relationship with the customer.

4
Determine customer requirements.
3.2
Active listening, responding and empathy are applied to establish and maintain rapport with the customer.

4.1
Active listening, questioning, responding and empathy are applied to determine the customer’s requirements.

ICCTC200A 

Use telecommunications technology in receiving incoming and making outgoing calls in the call centre environment.
2
Receive and respond to incoming calls.
2.4
The purpose of the incoming call is correctly identified and verified with the caller prior to subsequent action.

ICTTC213A 

Provide support and assistance to customers on matters relating to a particular product/service.
1
Identify and clarify customer inquiry.
1.1
Customer is queried for information related to inquiry.

1.4
Further information is sought from the customer where needed.

ICCTC210A 

Process sales of limited product/service from incoming enquiries
1
Identify customer needs.
1.1
Customer’s needs are clearly established.

ICTTC206A 

Respond to inbound calls relating to a specific marketing campaign.
2
Identify and clarify customer inquiry.

3
Arrange provision of campaign product/service.
2.1
Customer needs are clearly established.

3.1
Details related to customer requirements are ascertained.

Inbound calls

Purpose

In this activity the students will learn how to receive and respond to simple customer requests in a timely and efficient manner and learn the basic steps in providing quality customer service when taking inbound calls.

On completion of the activity, students will be able to – 

· receive incoming calls

· respond to simple inquiries

· provide good customer service.

The activity consists of the following nine pages.

Page 1
Students put inbound call procedures into the correct order.

Page 2
Efficiency – students consult the PPM about procedures to ensure calls are answered and resolved efficiently.


Communication, collaboration and assessment – students participate in a bulletin board discussion about streamlining calls without sacrificing good customer service. 


Possible bulletin board responses:

· be familiar with the products available

· be familiar with the information sources you have access to

· listen to the customer, so you understand their request in the first instance

· predict other requests the customer may have and have the information on hand.

Page 3
Students listen to the standard greetings from different organisations and complete a drag and drop interaction.

Page 4
Identifying and acknowledging customers – students complete a multiple–choice exercise on terms of address.

Page 5
Students learn how to verify details and they complete a multiple–choice exercise where they choose the most appropriate verification statement.

Page 6
Confirmation – students learn how to check details to ensure they are correct. Students work through a multiple–choice exercise.

Page 7
Standard closing of calls.

Page 8
Students work through a scenario where they use all the inbound call techniques. 


Communication, collaboration and assessment – students role-play a conversation in the chat room. Learners already in the workplace could buddy with existing staff involved in taking incoming calls.

Page 9
Students fill in a crossword where clues relate to inbound calls.


Extension – practise mock incoming calls in groups of three, with one person being the customer, another being the agent and the third person taking notes to provide feedback.

Performance criteria covered by this activity

Unit
Element of Competency
Performance Criteria

ICCTC200A

Use Telecommunications Technology in receiving/making calls in the call centre environment.
2
Receive and respond to incoming calls.
2.1
Enterprise protocol is identified and used appropriately.

2.3
Callers are identified correctly.

ICCTC204A

Provide quality customer service.
3
Establish a relationship with the customer.
3.1
Customer identity and details are established and confirmed with customer records if appropriate.

5
Respond to customer requests in a timely and effective manner.

5.1
Inquiries and requests are responded to promptly and accurately in accordance with enterprise policy.

ICCTC206A

Respond to inbound calls relating to a specific marketing campaign.
2
Process customer enquiries
2.2
Customer enquiries are processed in a prompt and efficient manner.

Inputting customer records

Purpose

In this activity the students will learn how to input sales records into the Bushland Blooms Database, PRESTO. They will input information into the correct fields and identify errors and learn how to ask the customer for this information.

On completion of the activity, students will be able to:

· enter sales records

· identify and rectify errors in a database

· request specific information from customers.

Background information

The database PRESTO has been developed specifically for this toolbox. To limit download times, it only has limited functionality. PRESTO allows students to edit the data provided and to add new customers up to a maximum of 10 customer records. 

Changes to the database will be saved on the student’s PC. If several students are sharing a PC, they will over–write each other’s changes to customer records. 

The database offers a ‘Load default customers’ function that allows the student to restore the original customer records that the exercises revolve around.

Related resources

This activity revolves around using the custom database PRESTO. The introductory database activity is ‘Database details’. It is highly recommended that students complete this before starting this activity.

Page 1
Revision/introduction of the fields and functions of the Add and Search screens in PRESTO. Students also answer multiple–choice questions about the functions of the database.

Page 2
Students consider the kinds of information that need to be entered into PRESTO and work through a scenario which reinforces the correct procedures to use when adding a customer and entering an order or a note.


Extension – students already in the workplace could buddy with existing staff who are system experts.

Page 3
Students select the appropriate parts of a conversation and drag them to the correct fields on a Search screen. 

Page 4
Students read through two conversations, take notes on paper, access PRESTO and enter the information into the database. 


Customisation – students could use their organisation’s database system.


Extension – students could discuss their organisation’s database system on the bulletin board.

Page 5
Students listen to audio conversations in PRESTO and enter the details directly into the database.


Extension – you could hold a discussion with the group about the attitude and manner appropriate when asking a customer to hold when inputting a sales record, and why. You could ask questions specific to your organisation. This could be a bulletin board or email activity.  


Extension – A bulletin board discussion could be generated around ‘managing to input system records whilst maintaining quality customer contact’ or ‘how I felt under pressure with a real customer on line for the first time’.

Page 6
Communication, collaboration and assessment – students take turns role-playing a customer and an agent and entering data into the PRESTO database.  Then they send a report to their online teacher in response to the task. 


Extension – students could assess each other’s skill in using the database and give feedback.  

Page 7
Students check entries made by a ‘trainee agent’ for accuracy and completeness and try to pick the missing/incomplete information. 

Page 8
Communication and assessment – students enter a new customer’s details and order into PRESTO and identify the additional information that they would require to fill the order. They print the completed screens and send them to the online teacher. 

Performance criteria covered by this activity

Unit
Element of Competency
Performance Criteria

ICTTC202A

Use specific enterprise systems to satisfy customer requirements


2
Update and maintain information related to customer transaction on commonly used system screens
2.1
Appropriate screen is accessed to initiate a transaction.

2.2
All relevant data required to complete a transaction, is entered.

2.3
Appropriate codes are used to complete a transaction.

2.5
Transactions are checked for accuracy/ errors before release

ICTTC210A

Process sales of limited product/service from incoming inquiries
3
Input sales records.
3.1
Details relating to sale are fully recorded on enterprise systems.

Keeping customers informed

Purpose

In this activity the students will increase their understanding of how to keep customers informed, they will learn the correct procedures for putting a customer on hold and how to resolve a call at the first point of contact.

On completion of the activity, students will be able to:

· keep customers informed during a call

· put a customer on hold using correct holding techniques

· resolve a call at the first point of contact.

Components

The activity consists of the following five pages.

Page 1
Students are shown the resources available to them and they select which resource suits a scenario.


Customisation – replace the resources with those used in your organisation.

Page 2
Students listen to audio conversations and then do a drag and drop exercise where they indicate which sentences demonstrate the agent keeping the customer informed.

Page 3
Students work through a simulated call where correct hold techniques are used and then post a message on the bulletin board discussing a situation where they were put on hold.


Customisation – Replace the hold techniques with those used in your organisation.

Page 4
Students read about resolving calls at the first point of contact and they listen to calls and fill in checklists in response to these.


Collaboration – Students already in the workplace could buddy with existing staff to listen to them keeping a customer involved, using hold techniques and attempting to resolve a call at the first point of contact.

Page 5
Students work through a scenario, by choosing the best agent response. 


Communication, collaboration and assessment – role-play a conversation using the chat room.

Performance criteria covered by this activity

Unit
Element of Competency
Performance Criteria

ICTTC204A 

Provide quality customer service.
5
Respond to customer requests in a timely and effective manner
5.6 
Sources of additional or more detailed information are accessed as appropriate to meet the customer’s request/needs.

5.8
The customer is kept informed of progress.
5.9
The customer is provided with clear explanations regarding any delay or inability to meet commitments and satisfy their request/needs.

ICTTC206A 

Respond to Inbound calls relating to a specific marketing campaign.
2
Process customer inquiries
2.4
Information not supplied to the customer on the initial inquiry is followed up and relayed to the customer within the quickest possible time.

ICTTC213A 

Provide support and assistance to customers on matters relating to a particular product/service.
2
Satisfy customer need.
2.3
Relevant specialist advice is accessed prior to satisfying customer requirements where required.

2.4
Customer is kept informed as to progress when further information is sought.

Making contact

Purpose

On completion of this activity students will make an outbound call following a call guide and correct procedures in order to provide excellent customer service.

Description

The activity consists of the following four pages.

Page 1
Preparation – students complete cloze and rollover activities to learn why preparation is important.

Page 2
Planning – scenario activity where students learn about the correct language to use to make contact in a professional manner. Students look up outbound calling in the PPM, and listen to an experienced agent making contact.

Page 3
Purpose – students read two conversations demonstrating – 

· the purpose of a call being explained to a customer

· the agent not revealing what he hopes to achieve.


Students answer some questions about call purpose.

Page 4
Assessment and collaboration – students collaborate to write scripts and then role-play agents making contact with customers.


Preparation and difficulty – you will need to arrange for students to work in pairs. Some students may feel uncomfortable about working with another student in this activity. A sample script posted on the bulletin board might be helpful.


Extension – use the bulletin board or chat to promote a discussion about the appropriate manner and attitude when making an outbound call.


Extension – students could demonstrate their skills by making a mock outbound call to you. 

Performance criteria covered by this activity

Unit
Element of Competency
Performance Criteria

ICTTC200A

Use Telecommunications Technology in receiving/making calls in the call centre environment
3
Make outgoing calls and transmit messages.
3.4
Contact is established using designated business protocol and procedures.

3.5
Purpose of the call is conveyed clearly and concisely to the recipient.

3.6
Purpose of the call is verified with the recipient to ensure clear understanding.

ICTTC204A

Provide Quality Customer Service
2
Make initial contact with the customer.
2.1
Introductions are made using standard phrases where applicable.

2.2
Customer’s availability to continue with contact is assessed.

ICTTC207A

Conduct outbound telemarketing campaign


2
Conduct campaign
2.3
Call guide is followed in accordance with enterprise policies and procedures.

2.4
Call principles are followed in line with enterprise policy.

Making the most of a sales call

Purpose

On completion of this activity students will inform customers of product/service price and manage objections. They will apply sales principles in accordance with enterprise policy.

Components

The activity consists of the following nine pages.

Page 1
Inform customers of the price of a product or service – listen to an audio describing how to discuss a price with a customer.

Page 2
Read the product information sheet – Reminder Service Update. Answer multiple–choice questions about the information sheet.


Assessment and communication – students read the House Care Contract and complete the questions on the worksheet provided. The worksheet is emailed to you.


Suggested answers for use by online teacher

What is the price for the service?
$35 per week for 3 month contract

$45 per week for 1 month trial 

How often is the charge levied?
Monthly in advance

Do they have to sign a contract for a specified period of time?
Yes – length depends on contract chosen

Is this an ongoing product/ service or a special promotion that won’t be offered again?
Special offer ‘this month only’

Does the customer need to meet certain criteria to be eligible for the service?
No

Page 3
It’s not what you say, but how you say it. Listen to audios demonstrating different ways to tell a customer about the price.

Page 4
Listen to two audios demonstrating different ways to tell a customer about the price.


Assessment, communication and collaboration – students are presented with three scenarios. They write scripts for how they would tell the customers about the price. The scripts are emailed to you, but this could be the basis of a group activity, either face-to-face or using the communication tools.

Page 5
Manage objections. Why do customers raise objections?


Assessment, communication and collaboration – students write about an occasion when they have changed their mind about a purchase, and what the sales agent could have done differently. This is posted to the bulletin board.

Page 6
Sales principles. The PPM is consulted about sales principles. Listen to two audios of agents dealing with customer objections. Answer multiple–choice questions about the audios.

Page 7
Listen to two audios demonstrating different ways to handle customer objections.


Assessment, communication and collaboration – students write new scripts for the agents’ responses on page 6. The new scripts should demonstrate how to handle the objections more effectively. The scripts are emailed to you, but this could be the basis of a group activity, either face-to-face or using the communication tools.

Page 8
Drag and drop exercise to match objections to underlying reasons.

Page 9
PPM consulted about sales principles.


Assessment, communication and collaboration – students are presented with three scenarios. They complete a worksheet about how the PPM recommends the scenarios should be handled. The worksheet is emailed to you, but this could be the basis of a group activity using the communication tools.


Extension – students could demonstrate their skills by receiving a mock inbound call from you.

Performance criteria covered by this activity

Unit
Element of Competency
Performance Criteria

ICTTC210A

Process sales of limited product/service from incoming inquiries


1
Identify customer needs.
1.4
Customers are fully informed as to product/service price.

1.6
Sales principles are followed as per enterprise policy.

1.7
Customer objections are managed effectively as required.

Matching the product to the person

Purpose

On completion of the activity, students will be able to match a product or service to a customer’s needs. They will be able to deal with an inability to provide a product or service. Students will be able to identify opportunities for further sales and action those appropriately.

Components

The activity consists of the following 10 pages.

Page 1
Read a fact sheet and listen to audios of agents dealing with customer requests. The requests are both specific and general.


Extension – students could telephone to make a general and a specific enquiry about two products/services advertised in their local paper, and write a brief report on how the agents handled their enquiries. The reports could be posted to the bulletin board for discussion.

Page 2
Assessment, communication and collaboration – role-play activity, with students working in pairs as customer and agent. Agents deal with specific and general requests. 


Preparation – you will need to arrange for students to work in pairs and how the exercise is to be completed, either face-to-face, or using the telephone or the communication tools. You might want to consider peer assessment for this exercise.

Page 3
Upselling or cross–selling – consult the PPM about sales leads. Look closely at a conversation to learn more about trigger statements.

Page 4
Trigger statements – drag and drop exercise to match trigger statements with product/service. View a list of trigger statements for Bushland Blooms reminder service.


Assessment, communication and collaboration – students write two trigger statements and post them to the bulletin board for discussion.

Page 5
Features and benefits – students are encouraged to talk directly to the customer and explain the benefits to them. Drag and drop exercise to match benefits and features.

Page 6
Closing a sale. Three multiple–choice questions about the direct, choice or assumptive options available to close a sale. 


Assessment, communication and collaboration – students take part in an exercise to close a sale in the three ways.


Preparation – you will need to organise how this exercise is to take place. It can be either face-to-face or using the communication tools.

Page 7 
Six multiple–choice questions on how to close a sale.

Page 8
What to do when you cannot match a product/service to a customer. Matching exercise on reasons why customer requests cannot be met.

Page 9
Appropriate ways to say ‘no’ to a customer.

Page 10
Inability to meet commitments.


Assessment, communication and collaboration – students write four responses to customer requests and post them to the bulletin board.


Extension – students could demonstrate their skill by receiving a mock inbound call from you.

Performance criteria covered by this activity

Unit
Element of Competency
Performance Criteria

ICTTC204A

Provide quality customer service.
5
Respond to customer requests in a timely and effective manner.
5.3
Appropriate options are identified and recommended, within enterprise constraints, to satisfy the customer’s need.

5.4
Opportunities to promote company products and services are taken to meet the customer’s request/need as appropriate.

5.9
The customer is provided with clear explanations regarding any delay or inability to meet commitments and satisfy their request/need.

ICTTC210A

Process sales of limited product/service from incoming inquiries
1
Identify customer needs.

2
Close sale.
1.3
Product/ Service matching customer needs is identified, presented to the customer.

2.1
Product/service to be purchased is agreed with the customer.

2.8
Opportunities for further sales are identified and brought to notice in accordance with enterprise policy.

Occupational safety and health

Purpose

On completion of this activity, students will understand the occupational safety and health issues that arise in a call centre/customer contact centre environment. Students will be able to set up a workstation correctly.

Components

The activity consists of the following three pages.

Page 1
Working in an office – complete a picture task to learn more about hazards in an office environment.


Extension – In the classroom or workplace situation, students could be paired off to investigate such items as emergency evacuation procedures, noise levels and other workplace safety and health issues. They could then prepare a brief report to present to others in the group.
Page 2
Sitting at a computer – visit a web site to learn more about health and safety for computer users.


Assessment – complete 10 short answer questions about health and safety for computer users. Answers are emailed to you for assessment.


Suggested answers for use of online teacher.

1.
False.

2.
To avoid glare and reflections on your computer screen, you should arrange your monitor so that neither the monitor nor the operator is facing the window.

3.
‘Piggybacking’ can be dangerous because the weight of the plugs on the first double adaptor may cause it to fall out of the socket and result in the loss of power to your equipment. You should use a power board instead.

4.
Cluttered and untidy wiring in walkways should be tied together with cable ties, and then placed neatly out of the way.

5.
Your computer screen should be within arm’s length (approximately 50 cm) of your face.

6.
True.

7.
False.

8.
The seat height, backrest and tilt of a chair should be adjustable. Your back should be straight, and your feet should be flat on the floor or on a footrest.

9.
When working at a computer keyboard your forearms should be close to horizontal and your wrists straight.

10.
True.


Difficulty – some students may have problems reading the web page, reading the related questions, and preparing the answers. They may have two or three windows open simultaneously. You could suggest that they print the external web page and work from the hard copy and/or draft their answers on paper before typing them and emailing them to you.


Extension – in a classroom situation, give a practical demonstration of how to set up a workstation and monitor students setting up workstations to meet their own needs.

Page 3
Using call centre equipment – look up occupational safety and health in the PPM.


Assessment, communication and collaboration – student writes a brief report on a hazard they have observed. Reports are posted to the bulletin board for further discussion. 

Performance criteria covered by this activity

Unit
Element of Competency
Performance Criteria

ICTTC201A 

Use basic computer technology to process enterprise and customer data.
3
Retrieve, view and close system files.
3.7
Work is undertaken in a manner that is safe to both self and work colleagues.

ICTTC204A 

Provide quality customer service.
5
Respond to customer requests in a timely and effective manner.
5.13
Work is undertaken in manner, which is safe to self and to fellow workers.

ICTTC206A

Respond to inbound calls relating to a specific marketing campaign.
3
Arrange provision of campaign product/service.
3.9
Work is undertaken in a manner that is safe to self and to fellow workers.

ICTTC207A

Conduct outbound telemarketing campaign.
2
Conduct campaign
2.8
Work is undertaken in manner that is safe to self and to fellow workers.

ICTTC210A

Process sales of limited product/service from incoming inquiries.
3
Input sales records.
3.6
Work is undertaken in manner that is safe to self and to fellow workers.

ICTTC213A

Provide support and assistance to customers on matters relating to a particular product/service.
2
Satisfy customer need.
2.7
Work is undertaken in a manner that is safe to self and fellow workers.

ICTTC219A

Resolve complaints dealing with a specific product/service.
1
Identify and analyse the complaint to establish the underlying cause.
1.5
Work is undertaken in a manner that is safe to self and to fellow workers.

Privacy

Purpose

In this activity the students will increase their awareness of the issues surrounding the verification of a caller’s identity, as well as collecting and accessing information, before discussing any information relating to the customer.

On completion of the activity, students will be able to:

· confirm a customer’s identity by asking the appropriate questions 

· deal with customers without giving out any confidential information to unauthorised persons.

Components

The activity consists of the following eight pages.

Page 1
Background on privacy – students read sections of the Australian Privacy Commissioner’s website and answer multiple–choice questions based on the website.


Difficulty – contains a link to a website that requires students to follow several links to get to the National Privacy Principles information. You may need to provide students with extra guidance on finding the page.  

Page 2
Introducing the call centre privacy rules – students consult the PPM and do a drag/drop exercise practising how to inform the customer that they need to confirm their identity.

Page 3
Verification questions – a good and a bad example that demonstrate how to go about verifying the customer’s identity without giving out any information.


Collaboration – students already in the workplace could buddy with existing staff to listen to them dealing with privacy on a call.

Page 4
Students analyse a conversation and decide if the agent is acting correctly. 

Page 5
Interactive scenario using a simulated call. 


Assessment – observe students answering simulated calls.

Page 6
Correct wording to use when talking to customers is reinforced with a drag/drop exercise.

Page 7
Assessment – students complete an essay writing task discussing the importance of privacy, what questions to use and the consequences of incorrect questioning.

Page 8
Research task – students phone two public service organisations and observe how confidentiality is handled in these calls. 


Communication, collaboration and assessment – students report on their experiences on the bulletin board. Reports are assessed.


Assessment – students submit completed checklists for assessment or file them in a portfolio.

Performance criteria covered by this activity 

Unit
Element of Competency
Performance Criteria

ICCTC200A

Use telecommunications technology in receiving/making calls in the call centre environment.
2
Receive and respond to incoming calls.
2.5
Information disclosed on actioning the call is in keeping with enterprise policy.

ICTTC206A

Respond to inbound calls relating to a specific marketing campaign.
3
Arrange provision of campaign product/service.
3.8
Privacy arrangements are fully applied during the transaction.

ICCTC210A

Process sales of limited product/service from incoming enquiries.
2
Close sales.
2.7
Privacy requirements are fully applied during the transaction.

Reaching your targets

Purpose

On completion of this activity students will be able to identify call targets and measure their performance against set targets in order to improve their performance.

The activity uses mock call target analysis (CTA) forms. Students are not expected to complete CTA forms themselves, but should be able to interpret them. 

Students use CTAs to examine the performance of other agents against agreed targets. Areas of strength and weakness are identified, and comments are written suggesting how the other agents can improve their performance.

Components

This activity consists of the following four pages.

Page 1
Students find out why call targets need to be identified and agreed. The Mother’s Day Campaign call targets are examined, and three multiple–choice questions are answered about them.

Page 2
Students look at a call target analysis (CTA) form and how it is filled in.

Page 3
Two completed CTA forms are shown, along with comments from the supervisor. Students answer a multiple–choice question about the area of weakness revealed by the second CTA.


Difficulty – some students may feel uncomfortable about using the CTA. This form is usually completed by the supervisor. The student only needs to be able to read and understand the form.
Page 4
Students view a completed CTA form.


Assessment – students write comments about the agent’s strengths and weaknesses based on this form. These comments are emailed to you. 


Collaboration and communication – students could discuss their analysis of an agent’s performance, either face-to-face or using the communication tools, and agree on a joint set of conclusions.


Extension – students could examine their own performance against call targets, and identify their own strengths and weaknesses.


Extension – students could write a brief report on the benefits of analysing and measuring performance. This could be submitted either using email or the bulletin board.
Performance criteria covered by this activity – 

Unit
Element of Competency
Performance Criteria

ICTTC207A

Conduct outbound telemarketing campaign.
1
Identify telemarketing campaign requirements

3
Record campaign results
1.6
Call targets are identified and agreed. Performance Criteria 

3.3
Performance against agreed call targets is assessed and analysed for future improvement.

ICTTC210A

Process sales of limited product/service from incoming inquiries.
3
Input sales records.
3.5
Performance against agreed targets is assessed and analysed for future improvement.

Recording campaign results

Purpose

In this activity the students will become familiar with and use recording forms to record to the results of inbound and outbound marketing campaigns.

On completion of the activity, students will be able to – 

· complete inbound and outbound campaign result reports

· distinguish between the different types of campaign reports.

Components

The activity consists of the following 10 pages.

Page 1
The inbound call report is introduced and students complete a bulletin board exercise about the purpose of recording campaign results.


Extension – students can place the report forms with ones that they use in their organisation.

Page 2
Several examples of completed inbound call reports are given.


Extension – students could investigate the procedures for recording campaign results in their organisation.

Page 3
Students fill in inbound call reports in response to audio conversations.

Page 4
Students fill in an inbound call report summary to compile the results of the inbound call reports that they completed on page 3.

Page 5
The outbound telemarketing report form and the corresponding summary form are introduced.

Page 6
Examples are given of completed outbound telemarketing reports.

Page 7
Students record outbound calls using the appropriate report.

Page 8
Drag and drop exercise where students select the correct inbound/outbound/summary report for a number of scenarios.

Page 9
Assessment – Based on two completed report forms, students are required to write a transcript for each conversation and then send it to the online teacher.


Extension – observe students using these scripts to role-play a call.

Page 10
Communication, collaboration and assessment – students role-play a conversation and then send a completed inbound call report to their online teacher.

Performance criteria covered by this activity

Unit
Element of Competency
Performance Criteria

ICTTC206A

Respond to inbound calls relating to a specific marketing campaign.
4
Record campaign results
4.1
Recorded outcomes are collated and presented in accordance with enterprise policy.

4.2
Difficulties encountered are recorded and reported as required.

ICCTC207A

Conduct outbound telemarketing campaign.
2
Conduct campaign.

3
Record campaign results.
2.5
Customer responses are recorded accurately on the provided forms.

3.1
Recorded outcomes are collated and presented in accordance with enterprise policy.

3.2
Difficulties encountered are recorded and reported as required.

Refer, transfer and escalate calls

Purpose

On completion of this activity students will transfer, refer or escalate a call in accordance with enterprise policy, to ensure the customer is satisfied and put through to the appropriate person.

Components

The activity consists of the following six pages.

Page 1
Look up Refer, transfer and escalate procedures in the PPM. Complete a drag and drop activity to identify when calls should be referred, transferred or escalated.

Page 2
Refer – read a conversation modelling referring a call. Complete some short answer questions to see whether the correct procedures have been followed.

Page 3
Transfer – read a conversation modelling transferring a call. Compare refer and transfer procedures. 


Assessment, communication and collaboration – students write two conversations modelling refer and transfer procedures. These can be posted to the bulletin board for further discussion or emailed directly to you for marking.

Page 4
Answer multiple–choice questions about what to do if an agent is not available.

Page 5
Escalate – Review the correct procedures in the PPM. Compare transfer and escalate procedures. Listen to a call being escalated. Answer a multiple–choice question about what to do if a customer gets angry.

Page 6
Assessment, communication and collaboration – students, in groups of three, role-play the customer and agents 1 and 2 to demonstrate their knowledge and skills in refer, transfer and escalate procedures. 


Preparation – you will need to arrange for students to work in groups of three and decide how it is to be carried out – either face-to-face, or using the bulletin board, chat or telephone.


Extension – you may telephone a student directly, pretending to be a customer, and assess how well they handle your call.

Performance criteria covered by this activity

Unit
Element of Competency
Performance Criteria

ICTTC204A

Provide quality customer service.
4
Determine customer requirements.
4.3
Appropriate referral or hand–off procedures are implemented as required.

ICTTC207A

Conduct outbound telemarketing campaign.
2
Conduct campaign.
2.
Customer queries are answered or referred to appropriate person in accordance with enterprise policy.

ICTTC210A

Process sales of limited product/service from incoming inquiries.
1
Identify customer needs.
1.5
Customer inquiry is referred to appropriate person/area in accordance with enterprise policy where customer need cannot be satisfied.

ICTTC213A

Provide support and assistance to customers on matters relating to a particular product/service.
2
Satisfy customer need.
2.5
Inquiry is escalated where solution is complex or affects enterprise policy.

Spreadsheets
This activity is for assessment only and does not provide any learning content.

Purpose

In this activity the students will demonstrate competency in using a spreadsheet program. They will demonstrate the ability to access help, operate a mouse and keyboard and be able to create, save and modify files.

On completion of the activity, students will be able to:

· start and close a spreadsheet program

· access and use computer based help

· operate a mouse and keyboard

· create, save and modify files.

Preparation

Due to the differences existing between spreadsheet programs, this activity is presented as an assessment tool rather than a learning tool. Thus, questions are phrased in a non program–specific format. Some students who are familiar only with the jargon used in their program may require additional explanations to enable them to complete the exercises. 

You should only allow students to attempt the activity if you are confident that they will pass!

When preparing for using this activity with students you should:

· identify the spreadsheet application to be used by the student/students (one only per student)

· determine the skill level of students

· provide additional learning resources as required

· instruct students on how to do the exercises, and how many attempts they have to complete them.

Prior information teachers should provide

This activity is based on Microsoft™ Excel and the examples given have been saved in this format. If you or your students are using a different spreadsheet program, you should save the files in the appropriate format and send them to the students.

You must contact each student prior to starting the activity to confirm that their skill level is sufficient and to confirm the program they are using. 

· Students who do not have adequate spreadsheet skills will need to be directed to additional learning activities to achieve the required level of competence. 

· Following are some suggested books and websites that can be used as learning tools.

Any book in the ‘… for Dummies’ or the ‘Idiots guide to…’ series. These take a very hands–on, plain language approach and are available for a wide range of spreadsheet programs. They are also readily available and reasonably priced.

· Online tutorials:

· http – //www.usd.edu/trio/tut/excel/

A tutorial that can be applied to most spreadsheet programs.

· http – //scils.rutgers.edu/techsos/excel/index.htm

A tutorial on Microsoft Excel

· http – //www.quasar.ualberta.ca/edpy202/tutorial/spreadsheet/spreadsheet.htm

Links to different spreadsheet tutorials.

· http – //www.freetutorials.com
This is just a guide, so you are free to suggest other books and websites, particularly as new ones are becoming available.

Provide clear instructions to students as to the assessment process and number of attempts they have to successfully complete the assessment.

Customisation and alternatives

If all your students are using the same spreadsheet package, you could customise the instructions to refer to that particular package.

Difficulties

It is strongly recommended that you keep in contact with the students throughout this activity to ensure they understand the requirements of the assessment and to provide guidance where necessary. Some instructions in the activity may need to be further explained to students to suit the particular application they are using. 

The documents may not be able to be opened by all spreadsheet programs that your students may be using, so you may have to convert them to a suitable format for a student if they are having difficulties.

Components

The activity consists of the following six pages.

Page 1
Students assess their own skill level by reading through the activity overview and answering some questions. They read directions for completing the assessment and actions to take before starting it.


Collaboration – Before beginning and throughout the assessment, students may find it helpful to use the bulletin board or chat to share tips and suggestions regarding their spreadsheet program with other students.

Page 2
Students answer questions about the spreadsheet program they are using for their assessment and fill in the missing words in a paragraph, using a worksheet they download, edit and email to you.


Answers – Exercise 1


The majority of the questions are of the ‘describe’ nature. There are no real right/wrong answers to the majority of these questions. Students are required to show they know the information about their program and how to operate it on a day–to–day basis.


The ‘fill in the blanks’ exercise should be completed as follows – 


Spreadsheets are used for many purposes – budgets, timetables, calculation of numerical data and managing lists of information. Both text and numbers can be entered into a spreadsheet. Rows are horizontal and columns are vertical. A cell is the intersection between a row and a column. E9 is an example of a cell reference. Formulas can be used to calculate values. This makes them useful when manipulating data. Text can be used to make headings. Formatting can make these headings stand out on a page of numbers. Lists of information can be stored in spreadsheets. This has the benefit of being easily sorted.

Page 3
Students edit an existing spreadsheet, which they download, edit and email to you.


Answers – Exercise 2


Students will edit the existing spreadsheet so that it looks like the following table.

Bushland Blooms Staff List – Monday 1pm shift

Agent
Gender
Home phone
Home address

Tomoko
Female
(08) 9555 8922
85 Bedford Road Caversham

Roslyn
Female
(08) 7298 9460
16B Talbot Road Herne Hill

Taylor
Female
(08) 4839 3990
98C Clean Crescent Albert Downs

Eugene
Male
(08) 4579 3080
22 The Strand Balcatta

Richard
Male
(08) 1235 2178
27 Widestream Court Ellenbrook

Pauline
Female
(08) 2091 3495
19 Magpie Way Mandurah

Ramon
Male
(08) 9955 3194
8/45 Moray Gardens Wembley

Jose
Male
(08) 2390 1165
61 Ocean View Road City Beach

Hans
Male
(08) 9561 2267
287 Tinpost Drive Kelmscott

Page 4
Students create a new spreadsheet that is based on directions and an example they are given. The new spreadsheet is then emailed to you.

Answers – Exercise 3


Students create a spreadsheet, save it with the correct filename and input the data correctly. The spreadsheet should appear similar to – 

Kim's Crew Team Meeting Information

Agent
Total sales
Total o/b calls
Hours making
o/b calls

Debbie
7
25
3

Harold
10
2
4.5

Jenny
3
7
1

Susannah
13
30
4.5

Kristopher
7
35
5

Sharon
5
12
1.5

Kate
7
18
3

Totals
52
129
22.5

 
 
 
 

 
 
Average sales per agent
7.43

Strike rate (sales per call)
40.3%

Total hours on calls
22.5

Sales per hour
2.31

 
 


 
 


 
 



If the spreadsheet is laid out with Team – Kim’s Crew in cell A1 the formulas should be as follows.


Total sales 
= SUM(B3 – B9)


Total calls
= SUM(C3 – C9)


Total hours
= SUM(D3 – D9)


Average sales per agent
= B10/7 OR = B10/COUNTA(A3 – A9)


Strike rate
= B10/C10


Total hours

= SUM(D3 – D9) OR =D10


Sales per hour

= B10/D10

Page 5
Students create a new spreadsheet based on notes they are given. They sort the data alphabetically in two ways, save it as two spreadsheets and then they answer questions about the spreadsheets.  The questions are on a worksheet that they download, edit and email to you, along with the new spreadsheets.


Answers – Exercise 4


Students must create two versions of the one spreadsheet to demonstrate sorting and renaming a file.


The spreadsheets should appear as shown.


In the worksheet for Exercise 4 there are questions to describe specific actions in the program and how they did it. 


Suggested answers to worksheet questions (based on Microsoft™ Excel) 

Questions
Answers

How do you sort information, ensuring that all the information for one company stays together?
Select all the rows and columns of information that you wish to sort, not including the column headings. Click on the sort shortcut button or use the sort command from the menu.

How do you change the width of a column to make sure all information is displayed?
Select the column and use the mouse to drag the column to make it smaller of larger or use the menu command (which is usually in the format menu).

How do you save the spreadsheet with a new name?
Save the document under a new name or you can rename the file by clicking on the filename and typing a new name, using a file management program e.g. Microsoft™ Windows Explorer.

How many rows of information are there in spreadsheet – exercise 4a? 
7. – students should count the column headings.

How many columns of data are there in Spreadsheet – exercise 4b?
6.


4a – 

Company name
Contact person
Telephone number
Fax number
Address
Hours of delivery

Bat Couriers
Bill
08 5246 5888
08 5246 8569
1 Bartram St, West Burwood
Mon – Fri 8 am – 4.30 pm

Fieldings
Frank
08 6523 5999
08 6523 5998
2A Midlands Hwy, Mornington East
Mon – Fri 7.45 am – 4.45 pm

Harriers Holdings
Sam
08 6523 5478
08 6523 5479
459 Midlands Hwy, Mornington East
Mon – Sat 7.30 am– 7.00 pm

Lightening Couriers
Robin
08 5287 6933
08 52876944
56 Wilbrana Hwy, Lightening Ridge
Mon – Sat 7.30 am – 5.30 pm 

Vacey Truck Service
Helen
08 4562 5666
08 4562 5667
45 Hillside Drive, Mornington Estate
Mon – Fri 8.00 am – 5.00 pm

Xpress Delivery
Anita
08 6322 8522
08 6322 8523
34 Petty St, Westerfield
Mon – Sat 7.30 am–5.30 pm


4b – 

Company name
Contact person
Telephone number
Fax number
Address
Hours of delivery

Harriers Holdings
Sam
08 6523 5478
08 6523 5479
459 Midlands Hwy, Mornington East
Mon – Sat 7.30 am– 7.00 pm

Lightening Couriers
Robin
08 5287 6933
08 5287 6944
56 Wilbrana Hwy, Lightening Ridge
Mon – Sat 7.30 am – 5.30 pm 

Vacey Truck Service
Helen
08 4562 5666
08 4562 5667
45 Hillside Drive, Mornington Estate
Mon – Fri 8.00 am – 5.00 pm

Fieldings
Frank
08 6523 5999
08 6523 5998
2A Midlands Hwy, Mornington East
Mon – Fri 7.45 am – 4.45 pm

Bat Couriers
Bill
08 5246 5888
08 5246 8569
1 Bartram St, West Burwood
Mon – Fri 8.00 am – 4.30 pm

Xpress Delivery
Anita
08 6322 8522
08 6322 8523
34 Petty St, Westerfield
Mon – Sat 7.30 am–5.30 pm

Page 6
Closing page.

Performance criteria covered by this activity

Unit
Element of Competency
Performance Criteria

ICTTC201A

Use basic computer technology to process enterprise and customer data.
2
Identify and access relevant computer files.

3
Retrieve, view and close system files.
4
Navigate help files.
2.1
System applications are identified by their icons.

2.2
The keyboard and mouse are used proficiently to access applications.

2.3
System applications are accessed using correct keystrokes or mouse actions.

2.4
Appropriate tools and/or commands are used in operating the system.

2.5
System is exited using appropriate ‘Log Off’ procedures.

3.1
Uses of the various system applications are identified.

3.2
Required application is selected and accessed.

3.3
Relevant file is located and opened.

3.4
Appropriate data location is identified and input or varied as required.

3.5
File is accessed in a manner that preserves the integrity of the data.

3.6
File and application are closed using defined procedures.

4.1
Help files are accessed and exited using correct keystrokes or mouse actions.

4.2
Appropriate commands, keystrokes or mouse actions are used to navigate help files to obtain the relevant information.

Taking a call

Purpose

On completion of this activity students will know how to answer a telephone call using correct greetings and a professional and friendly manner. 

Components

The activity consists of the following three pages.

Page 1
Students listen to four different agents greet customers, and identify the common features of the greetings. They look up Bushland Blooms’ standard greeting in the PPM, and then listen to an audio of this greeting.


Customisation – call other departments within your own company to determine if the standard greeting varies between departments.

Page 2
Students listen to how the same greeting can be expressed in four different ways. They identify problems with speed, tone, clarity and manner.

Page 3
Research activity – students telephone three call centres and complete checklists to investigate standard greetings and the effectiveness of delivery.


Assessment, collaboration and communication – students write a brief report on the good and bad aspects of the way the company agents answered their calls. This could be posted to the bulletin board for discussion and assessment, or emailed for assessment.


Assessment – submit completed checklists for assessment or file them in a portfolio.


Extension – either face-to-face, or using the bulletin board or chat, students role-play and discuss the following.

· What makes standard phrasing effective and why?

· What is an appropriate/inappropriate attitude and manner when answering calls and why? 

· Can customers ‘hear’ your attitude straight away?

· Does your attitude when answering a call affect customers and how?

· Why are first impressions very important?

Performance criteria covered by this activity

Unit
Element of Competency
Performance Criteria

ICTTC204A

Provide quality customer service.
1
Receive an inquiry from a customer.
1.1
Standard phrases are used to acknowledge the customer where applicable and in accordance with enterprise policy.

1.2
An attentive and helpful manner is used in dealings with customers.

Taking orders

Purpose

In this activity students will learn how to take orders, fill out an online order form and adhere to enterprise policy when processing credit card transactions. Students also learn how to deal with the different payment methods and when each of these can be used. 

On the completion of the activity, students will be able to:

· take orders
· discuss payment options and delivery details with customers 
· process credit card payments.
Components

The activity consists of the following nine pages:

Page 1
The components of taking an order are summarised and students view and print an online order form. 


Customisation – order forms could be replaced with the ones used by your organisation.

Page 2
Verification of details for existing customers (including a reference to privacy issues) is covered and students listen to good and bad examples of agents taking orders from existing customers. 


Assessment – students write a transcript of a conversation where they verify an existing customer’s details and email it to the online teacher.

Page 3
Students practise filling in the customer details section of the order form by listening to a conversation and looking at an example of a completed customer details section. Then they fill in the customer details section of the order form for a new customer, based on a conversation they listen to.

Page 4
Students listen to a conversation and look at an example of a completed Order details section of the order form. They listen to a conversation and fill in the order details section of the order form themselves.

Page 5
The different methods of payment are discussed and when and how they are used. Students do a simple drag and drop exercise where they choose the payment method that best suits the scenario.

Page 6
The advantages and disadvantages of the different payment methods are presented. Students learn how to approach customer payments and how to fill out the payment method section of the order form. Students then fill out this section of the form based on a conversation they have listened to.

Communication, collaboration and assessment – hold a discussion with the group about payment processing in the workplace.  Ask questions specific to your organisation. This could be a bulletin board or email activity.
Page 7
The privacy aspect of credit card payments is discussed, including a reference to a relevant web site. Students answer multiple–choice questions about privacy and credit cards. Students become familiar with the correct way of obtaining credit card details and filling in the credit card details section of the order form. Students practise filling in this section of the form and work through a checkbox exercise where they select the information that they need to request when asking for credit card details.

Page 8
Students learn about enterprise policy and procedures regarding the delivery of products and answer questions relating to this. The correct way of obtaining delivery information is shown and students practise filling in the delivery details section of the order form.


Customisation – if students are already in the workplace, they could refer to their organisation's policy and procedure documents relating to payments, credit card payments and deliveries.
Page 9
Assessment – students fill in the entire online order form in response to a conversation between an agent and a customer and then send it to the online teacher.


Extension – students role-play a call with another student or their online teacher, where they process a customer’s order.

Collaboration – Students already in the workplace could buddy with existing staff who are taking orders and processing payments.

Performance criteria covered by this activity

Unit
Element of Competency
Performance Criteria

ICTTC204A

Provide quality customer service


5
Respond to customer requests in a timely and effective manner.
5.7
Service and products are provided to the customer as agreed and within business unit constraints.



ICTTC206A

Respond to inbound calls relating to a specific marketing campaign.


3
Arrange provision of campaign product/service.


3.2
Full customer particulars are taken as required.

3.3
Appropriate enterprise records are completed and forwarded to the area responsible for the delivery of service and/or product.
3.4
Payment options are discussed and agreed with the customer.

3.5
Customers are advised as to payment methodology and address for payment.

ICTTC207A

Conduct outbound telemarketing campaign
2
Conduct campaign.
2.7
Customer requests are actioned in accordance with enterprise policy.

ICTTC210A

Process sales of limited product/service from incoming inquiries


2 Close sales.

3 Input sales records
2.2
Payment options are discussed and agreed with customer.

2.3
Customers are advised as to payment methodology and address for payment where necessary.
2.4
Credit card details are recorded and verified with customer where appropriate.

2.6 Delivery/installation arrangements are discussed and agreed with the customer and actioned.

3.3
Invoices are raised where required.

3.4
Delivery/installation details are recorded in accordance with enterprise policy.

Taking part in a marketing campaign

Purpose

On completion of this activity, students will be prepared for a marketing campaign and be able to show their understanding of campaign information and a campaign call guide. They will be prepared to deal with inbound and outbound calls that result from a promotion, and be able to ensure that customers understand and agree on how and when the product will be supplied.

Components

The activity consists of the following seven pages.

Page 1
Introducing marketing campaigns. View the Mother’s Day Marketing Campaign Information. 


Assessment – students complete a quiz and email the answers to you.


Suggested answers for use of online teacher.

1.
What dates will the campaign be running?
April 28 to May 13 

2.
What products are available?
B. Bouquets and boxes of flowers

3.
What are the minimum and maximum prices for the products?
Min $25 – Max $75

4.
What are the available delivery dates?
A. Friday May 11 to Sunday May 13

5.
The campaign is targeted at – 
New customers and existing customers who have purchased flowers before

6.
What type of advertising will be conducted?
Direct mail and print advertising.

7.
What date will the print advertising begin?
Saturday April 28

8.
A $5 delivery fee applies for – 
C. Orders $35 and under.

9.
The delivery fee is waived for – 
Previous customers.

10.
For delivery times, customers can – 
Nominate morning or afternoon.

Extension – students research campaigns that are currently being run by other companies, and conduct enquiry calls to check for agent understanding of the campaign.
Page 2
A cautionary tale of an agent who did not read the campaign information.

Page 3
Multiple–choice question about what to do if you don’t understand the campaign information. Read how Ben clarifies some details with Kim. 


Assessment, communication and collaboration – students think of two questions to ask about the campaign information and post them to the bulletin board for discussion.

Page 4
Students read the Mother’s Day Campaign Call Guide (inbound calls) and work through an interactive scenario featuring likely questions and answers.

Page 5
The fulfilment process, and a cautionary tale from Ben. 


Assessment, communication and collaboration – students think of two things that could go wrong with the fulfilment process, and post them to the bulletin board for discussion.

Page 6
Students read the Mother’s Day Campaign Call Guide (outbound calls) and listen to an outbound campaign call.


Assessment, communication and collaboration – students write their own outbound call script. They email this to their online teacher, but it could form the basis of a discussion activity using the bulletin board.

Page 7
Summary.


Extension – students work together to create their own marketing campaign. They prepare campaign information sheets and call guide information. They would have to anticipate likely questions other agents and customers would ask. 


Extension – if more than one group has prepared their own marketing campaign, they could be swapped around. Role-play activities could be used to test the effectiveness of the campaign information.

Performance criteria covered by this activity

Unit
Element of Competency
Performance Criteria

ICTTC206A 

Respond to inbound calls relating to a specific marketing campaign.
1
Identify campaign details.
1.1
Details of campaign are obtained and studied.

1.2
Matters not understood are discussed and clarified with campaign manager.

1.3
Prepared call guides are studied where appropriate.

ICTTC207A

Conduct outbound telemarketing campaign.
1
Identify telemarketing campaign requirements.
1.1
Campaign details are studied and questioned where details unclear.
1.2
Prepared call guide is studied and fully understood.
1.5
Fulfillment processes are discussed, understood and agreed.

Talking the talk

Purpose

On completion of this activity students will use appropriate language when speaking with customers, ensuring that they avoid jargon, acronyms and slang.  

Components

The activity consists of the following seven pages.

Page 1
Students read the Tyler Travel welcome and answer a multiple–choice question to identify the problem with it.


Extension – students discuss, either face-to-face or using the communication tools, examples of when they haven’t understood jargon or acronyms, and how it made them feel.

Page 2
Jargons and acronyms are explained, and students complete an exercise to identify them.


Extension – students research the jargon and acronyms used in their own workplace, and write a brief report for discussion using the bulletin board.
Page 3
Students complete a crossword using call centre industry jargon.  They can refer to the glossary for assistance. 
Page 4
Students listen to an audio of an agent using jargon to a customer, and decide whether the jargon was appropriate.

Page 5
Drag and drop exercise replacing inappropriate jargon with plain English.

Page 6
Quiz to test understanding of why jargon may be inappropriate.

Page 7
Students listen to audios demonstrating different ways of responding to customers – jargon filled, over–simplified and appropriate. Students select the most appropriate response.


Assessment, collaboration and communication – students complete a three part exercise to rephrase inappropriate agent responses and practise using jargon–free language. Students working on their own can email their responses directly to you. You may, however, wish to organise the students in pairs, with joint responses posted to the bulletin board for discussion.


Suggested answers for use by the online teacher.
1.
The silver toned TV that you saw in the catalogue has a 48 cm screen, but if I can give you my recommendation, we have a slightly larger 51 cm version that is very close in price.  It’s $330 and that really is great value for this size of television.

2.
I apologise for the delay Sir. I’ll explain a little about how our system works, if you have a moment.  We’ve got a very big contact centre here, so when you make a selection at the beginning of your call, we can make sure that your enquiry goes through to the correct area. 
When your call is transferred to that area, your call is then answered by a customer service agent who has been waiting for the longest period of time. Unfortunately there’s no way we can make sure it’s the same person you spoke to before. 
If no–one is available, you’ll hear music as you wait for an agent. You are actually in a queue, and when you have been waiting the longest in the queue your call will be answered by the first available staff member. 

You asked why we don’t have more staff. Our staffing levels are set by the number of calls that we have predicted we’ll receive. If we have too many staff our agents will be twiddling their thumbs. Of course when we’re busy it can be very frustrating, so thanks for holding, and I hope I can help you now.


Extension – students look at the different ways they would respond to the same question, depending on whether they are talking to a colleague or a customer.


Extension – you telephone students and assess whether their response uses appropriate language.
Performance criteria covered by this activity
Unit
Element of Competency
Performance Criteria

ICTTC204A

Provide quality customer service.
5
Respond to customer requests in a timely and effective manner
5.2
The customer request is discussed in an articulate, easy to understand manner without the use of jargon or acronyms.

Understand and use technology

Purpose

On completion of this activity students will understand and use the call centre telephone system, procedures and manuals. They will have the skills and knowledge to use the handset and headset efficiently to receive, transfer, make and hold calls. 

Components

The activity consists of the following nine pages.

Page 1
Preparing to start work – drag and drop exercise to select the appropriate tools and place them on the desk.

Page 2
Getting to know the ACD systems – students read a fact sheet about the telephone system and do a multiple–choice self–test.


Difficulty – it is not crucial for students at this level to understand how the ACD system and the ACD–MIS work. However, a summary explanation is given in the Fact Sheet. Encourage students to contact you if they have questions.

Page 3
The handset – students access a quick reference guide to find out what the functions of the different keys are.


Extension – If practical, organise a face-to-face session to give students the opportunity to get some hands–on practise. Provide different types of headsets and handsets and let students practise wearing and adjusting the headsets, and making/receiving calls.


Difficulty – Phones used in call centres will work differently, even though they might look the same, as programming options are infinite. This is mentioned several times in the material, but may need to be reinforced.

Page 4
The headset – students watch Ben adjust his headset and learn about the different headset styles.

Page 5
Logging in – students log into the system using a simulated handset. The log in steps are reinforced by arranging them in the correct order.

Page 6
Putting on hold, transferring, disconnecting a call – students use a simulated handset.

Page 7
Making a call – students use a simulated handset, and answer multiple–choice questions.

Page 8
Revision task 1 – students use a simulated handset.


Assessment, communication and collaboration – students write about other ACD systems they are familiar with, and post their work to the bulletin board for discussion.

Page 9
Revision task 2 – students compare the system and procedures used in the activity with another system they may be familiar with (alternatively, they refer to the User Guide for the simulated system).


Assessment, communication and collaboration – students answer three questions and either submit their answers to you or post them to the bulletin board for discussion.


Extension – face-to-face assessment of students’ skills, using hand and headsets they are familiar with.
Performance criteria covered by this activity.

Unit
Element of Competency
Performance Criteria

ICTTC200A

Use telecommunications technology in receiving/making calls in the call centre environment.
1
Operate and effectively use telecommunications technology in the operational environment.

2
Receive and respond to incoming calls.
1.1
Type of technology used is identified.
1.2
Operational manuals are obtained and applied.
1.3
Features of technology are identified and related to different usages.
1.4
Equipment is correctly operated to generate and receive communication messages.
1.5
Appropriate facilities and/or actions are used to receive, make, hold or transfer calls.

2.2
Appropriate facilities and/or actions are used.

2.6
Calls that require attention from another person are transferred promptly and successfully.

ICTTC207A 

Conduct outbound telemarketing campaign.
1
Identify telemarketing campaign requirements
1
Technology to be used is identified and most effective use determined.

Updating customer records

Purpose

In this activity the students will learn how to update customer information and orders using the Bushland Blooms database system, PRESTO. They will be able to correct mistakes, make notes and make appropriate system changes to satisfy customer requirements.

On completion of the activity, students will be able to:

· update customer records

· make a note in the database to reflect changes

· identify appropriate help resources.

Background information

The database PRESTO has been developed specifically for this toolbox. To limit download times, it only has limited functionality. PRESTO allows students to edit the data provided and to add new customers up to a maximum of 10 customer records. 

Changes to the database will be saved on the student’s PC. If several students are sharing a PC, they will over–write each other’s changes to customer records. 

The database offers a ‘Load default customers’ function that allows the student to restore the original customer records that the exercises revolve around.

Related resources

This activity revolves around using the custom database PRESTO. The introductory database activity is ‘Database details’. It is highly recommended that students complete this before starting this activity.

Components

The activity consists of the following six pages.

Page 1
Students revise how the PRESTO database works and refer to the PPM and the PRESTO agents’ guide.


Assessment – students complete a worksheet about the PRESTO database and then email it to you, their online teacher.


The answers to the PRESTO database worksheet are as follows.
PRESTO database worksheet

Question
Answer

Which screen do you use to locate customer details?
Search screen.

How do you update incorrect customer details such as name or address?
By overtyping.

What sort of information are you able to change on the PRESTO search screen?
Any field on the search screen except the customer ID.

What do you do if a customer wants to place a new order?
Use the add order screen.

How would you change the details of an order?
Change the order field.

After you have changed a customer’s address or order what must you do?
Make notes in the note field.


Difficulties – ensure students are comfortable accessing and working with the PRESTO database and downloading and editing the worksheet.
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Students learn why changes are made and how they should record notes in the PRESTO database by looking at conversations and the corresponding notes. Students answer a multiple–choice question, identifying which note is the most appropriate one to make.


Collaboration – students already in the workplace could buddy with existing staff who are system experts.


Extension – students already in the workplace could discuss the bad examples of notes they have come across. 


They could also discuss company policy on name or initial usage at end of notes.
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Assessment – students read a conversation, change data in the PRESTO database, make a note of this, print the screens and send them to their online teacher.


Extension – you could hold a discussion with the group about the attitude and manner appropriate when asking a customer to hold when updating a sales record, and why. This could be a bulletin board or email activity.
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Students listen to a conversation, change customer details in the PRESTO database and make a note of it.


Customisation – students could use their organisation’s database system to do similar exercises. 


Extension – a peer/supervisor in the workplace using a preset checklist for updating sales records could observe students.
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Students are presented with resources they could use in addition to PRESTO.


Communication, collaboration and assessment – students participate in a bulletin board activity where they highlight the positive and negative aspects of using external sources of information.


Some possible answers are shown below – 

Positives
Negatives

Wide range of information available.
May not be reliable.

Regular updates of news stories.
Can be sensationalised.

Be aware of public opinion.
You may give out of date information.

See what your competitors are doing.
Can forget where you heard it.
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Communication, collaboration and assessment – students role-play scenarios where they update customer records and make a note and then provide feedback to their role-play partner.


Extension – a bulletin board discussion could be generated around ‘managing to update system records whilst maintaining quality customer contact’ or ‘how I felt under pressure with a real customer on line for the first time’, or ‘when should I overtype information and when should I add information to a customer order.’

Performance criteria covered by this activity

Unit
Element of Competency
Performance Criteria

ICTTC202A

Use specific enterprise systems to satisfy customer requirements


1
Locate and interpret information on most commonly used system screens

2
Update and maintain information related to customer transaction on commonly used system screens
1.1
Enterprise business systems are accessed using correct keying strategies.

1.5
Standard system procedures are applied to satisfy customer requirements.

1.7
Information from other sources is accessed as necessary.
1.8
Information, accessed from business systems and other sources, is analysed to meet customer requirements.

2.4
Information and commands are input correctly

ICTTC210A
Process sales of limited product/service from incoming inquiries
3
Input sales records.
3.2
Existing customer records are amended where appropriate.

Word processing

This activity is for assessment only and does not provide any learning content. 

Purpose

In this activity the students will demonstrate competency in using a word processing program. They access help, operate a mouse and keyboard and create, save and modify files.

On completion of this activity, students will be able to:

· start and close a word processing program

· access and use computer based help

· operate a mouse and keyboard

· create, save and modify files.

Preparation

Due to the differences existing between word processing programs, this activity is presented as an assessment tool rather than a learning tool. Thus, questions are phrased in a non program–specific format. Some students who are familiar only with the jargon used in their program may require additional explanations to enable them to complete the exercises. 

You should only allow students to attempt the activity if you are confident that they will pass!

When preparing for using this activity with students you should:

· identify the word processing application to be used by the student/students (only one per student)

· determine the skill level of students

· provide additional learning resources as required

· instruct students on how to do the exercises, and how many attempts they have to complete them.

Prior information teachers should provide

This activity is based on Microsoft™ Word and the examples given have been saved in rich text format. If you or your students are using a different word processing program, you should save the files in the appropriate format and send them to the students.

You must contact each student prior to starting the activity to confirm that their skill level is sufficient and to confirm the program they are using. 

Students who do not have adequate word processing skills will need to be directed to additional learning activities to achieve the required level of competence. 

The following are suggested books and websites that can be used as learning tools.

Any book in the ‘… for Dummies’ or the ‘Idiots guide to…’ series. These take a very hands–on, plain language approach and are available for a wide range of word processing programs. They are also readily available and reasonably priced.

· Online tutorial:

http – //www.freetutorials.com
This is just a guide, so you are free to suggest other books and websites, particularly as new ones are becoming available.

Provide clear instructions to students as to the assessment process and number of attempts they have to successfully complete the assessment.

Customisation and alternatives

If all your students are using the same word processing package, you could customise the instructions to refer to that particular package.

Difficulties

It is strongly recommended that you keep in contact with the students throughout this activity to ensure they understand the requirements of the assessment and to provide guidance where necessary. Some instructions in the activity may need to be further explained to students to suit the particular application they are using. 

The RTF documents may not be able to be opened by all word processing programs, so you may have to convert them to a suitable format for a student if they are having difficulties.

Components

The activity consists of the following five pages.
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Students assess their own skill level by reading through the activity overview and answering some questions. They read directions for completing the assessment and actions to take before starting it.


Collaboration – before beginning and throughout the assessment, students may find it helpful to use the bulletin board or chat to share tips and suggestions regarding their word processing program with other students.
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Assessment – students answer questions about the word processing program they are using and then email the answers to you.
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Assessment – students create a new document and then answer questions relating to it and email both to you.
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Assessment – students change an existing document, fill out a checklist listing the formatting options they used, and answer questions about editing documents. They then email their work to you.

Performance criteria covered by this activity

Unit
Element of Competency
Performance Criteria

ICTTC201A

Use basic computer technology to process enterprise and customer data.
2
Identify and access relevant computer files.

3
Retrieve, view and close system files.
4
Navigate help files.
2.1
System applications are identified by their icons.

2.2
The keyboard and mouse are used proficiently to access applications.

2.3
System applications are accessed using correct keystrokes or mouse actions.

2.4
Appropriate tools and/or commands are used in operating the system.

2.5
System is exited using appropriate ‘Log Off’ procedures.

3.1
Uses of the various system applications are identified.

3.2
Relevant application is selected and accessed.

3.3
Relevant file is located and opened.

3.4
Appropriate data location is identified and input or varied as required.

3.5
File is accessed in a manner that preserves the integrity of the data.

3.6
File and application is closed using defined procedures.

4.1
Help files are accessed and exited using correct keystrokes or mouse actions.





4.2
Appropriate commands, keystrokes or mouse actions are used to navigate help files to obtain the relevant information.

Sample answer – 


Hi John,


Heinrick Schutz called.


He would like you to go ahead with the arrangements for the trip to Ayers Rock. But, could you book the flight for the morning of April 26th, not the afternoon.


You can call him on his mobile anytime, on 000 111 9999.


Tom (10/4/01, 10.15a.m.)





Make arrangements for any workplace assessments 


the students are required to complete.
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