



Module 9.1 -- Example



Training Module Design





		This is an example which tries to show you how you go through some of the analysis forms towards Form 13 or Module Outline, for a module in the training programme for a "Service Representative".  You will not produce any actual training materials, but will produce the design for a module, in sufficient detail, that the materials production could be carried out by yourself or someone else afterwards.



		Every telecommunication organization has people whose duty it is to receive the subscriber's request for telephone service, to process this request through the organization and to act at all times as the subscriber's contact.  This employee is variously known as a Service Representative, Sales Officer, Customer Relations Officer and other descriptive titles.  Besides taking the customer's order, the duties include calculating rates, receiving payments, explaining bills, passing on complaints to the correct place in the organization, and attending to public relations functions.  In this example, we will restrict our study to those tasks related to initiating a new telephone service.  You will find the details of a task analysis and a brief population analysis attached.  Other data is supplied, which has been derived from those documents.



�

TASK LIST



		            ITU/TDG Form 3

Station:  aaa�Completed by:  bbb�Date:  ccc�Page:  1/1��JOB:  Service Representative�����Duty:  Accept Customer's Request for New Service���Duty No.  1��Code No.�                                TASKS�SKA�Freq�Imp�Diff�Prty�Anal.?�����������1.1�Take details of request for installation�a1/c�VF�VI�LD�3�X�����������1.2�Find out status of line and equipment facilities�c�F�VI�D�4�X�����������1.3�Negotiate installation date (internally)�a4�F�VI�D�4�X�����������1.4�Calculate monthly charges�a4/e�VF�VI�LD�3������������1.5�Prepare Installation Order�a4/c�VF�`VI�D�4�X�����������1.6�Notify customer of installation date, advise charges and confirm access�a5/e�F�VI�LD�3������������������������������������������������������������������������������������

�ITU/TDG Form 4                                                                                             

JOB: Service Representative�Station:  aaa�Completed by:  bbb��TASK:  Take Details for Request for Information��Date:  ccc��Initial conditions and triggering event�No�Subtasks�F�I�Perform. Diff.�S/K/A Requirements��Customer calls on phone or �1.1�Repeat customer's name and���hearing &�1.1.1	Address customer in interested and��customer enters office��check spelling���recording�pleasant tone���1.2�Check & record address, apt.���names�1.1.2	Take and record names and addresses��Location, Tools, Refs.��number or other descriptions���accurately�without error and without excess requests to repeat��Business office�1.3�Request customer's or head of����1.1.3	Location of spaces on form for each item����family's occupation���If info volun-�of information.���1.4�Ascertain whether previous ser-���teered in diff�1.2.1	Know streets for the community serving.����vice and if so, where and when���sequence, �1.1.6	Know what colours and special sets are��Terminating event�1.5�Ask whether extensions are ���SR must �available��Customer's information is��wanted���take it that���recorded�1.6�Ask what colour or special sets���way�����are desired������Standards�1.7�Ask what date service desired������As laid down in Admin's Rules &�1.8�Advise that you will contact him������Procedures.  Time limit is 10 ��with charges, inst. date.������minutes��Request contact number.������

JOB: Service Representative�Station:  aaa�Completed by:  bbb��TASK:  Find out status of line and equipment��Date:  ccc��Initial conditions and triggering event�No�Subtasks�F�I�Perform. Diff.�S/K/A Requirements��Details of customer request is�2.1�Call assignment clerk & request����2.1.1	Know both ends of assignment procedure��completed��line and eqpt assignement. Give����so that can make suggestions����complete address����2.1.2	Know layout of the form��Location, Tools, Refs.�2.2�If line facil. available, note cable����2.1.3	Acquire negotiation skills��At desk in business office��& pair on order form���May require����2.3�If line facil. not correct, note date���negotiation�����& time for availability & schedule���for alterna-�����follow-up call���tive sol'ns���Terminating event�2.4�Request equipment assignment���some per-���Facillities verified and reserved�2.5�If facilities okay, note group & ���suasion may�����terminal on order form���be needed����2.6�If facilities not okay, note date of������Standards��availability and schedule call ������Time to complete = 1 hour.  Follow-��bacl������ing office procedures and Assign-��������ment Procedures��������JOB: Service Representative�Station:  aaa�Completed by:  bbb��TASK:  Negotiate Installation Date��Date:  ccc��Initial conditions and triggering event�No�Subtasks�F�I�Perform. Diff.�S/K/A Requirements��Line and equipment date available�3.1�Call work scheduling group:���Being in�3.1.1	Know work procedures and problem.����request date for service, advise���between�3.1.2	Know system of priorities����priority if applicable, adivse���customer &�3.1.3	Maintain control of procedure:  not to be��Location, Tools, Refs.��location, type of order and #���work dept.�"taken in" by either party.��Business office��of sets ordered�������3.2�Receive and record date if com-���Requires�����patible with customer's request���diplomacy &����3.3�If not within customer's request���objectivity���Terminating event��try to negotiate better date.������Appointment date on order��Note date finally agreed upon.����������������������Standards��������Rules & Procedures of Admin��������respected�����������������

ITU/TDG Form 7  ���������Station:  aaa�Completed by:  bbb�Ref.No.  ccc�Page  1/1��Forecast of training needs for the period:	from year 		 to  �����CLASSIFICATION OF TARGET POPULATIONS (TP)�����Total numbers�to be trained����TPA:  Hired from business colleges and universities�����150����TPB:  Promoted from clerical positions within the organization�����150����TPC:���������Acquired capabilities relevant to the job (list only subordinate SKA) ACQUIRED by a significant number of the future trainees.�Task�No.�State for each target population, the % having acquired the corresponding SKA����Recom.�action:�����TPA�TPB�TPC�TOTAL�trg�job�aid��

Talk well on telephone (entry requirement)





Know how to greet customers





Know internal assignment procedures





Know work dispatch procedures





Negotiation skills





Calculate charges





How to fill out installation order form
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�TRAINING OBJECTIVE

ITU/TDG Form 9

Project:  aaa�Station:  bbb�Page:  1/1��Topic:  Accept Customer's Request for 	Service�Obj. derived from Task:  1.1, 1.2, 1.8, 2.1 and 2.2�Obj. Ref. No.:  1��Terminal Objective:                      X

Post-Training Objective:�Job Aids:

                Yes                         No��Objective Capability:                   a5/e�Type of Objective:                            2.5��     Conditions:����Given a real or simulated request for telephone service, with acces to Rules and���Procedures and the rate guide of the organization;���the trainee will accept the application in a pleasant manner, find out all the perti-��     Performance:�nent data on the first contact, process the order through the internal routines of the���org., negotiate and obtain internal info and commitments, calculate charges and���inform the customer of the installation date and billing details;���Within one hour, with no errors in the order, under conditions of facilities avail-��     Standard:�able and no facilities.  Will process a total of 4 such order, with not more than one��     (Success�call back per customer.��     Criterion)������Mastery Test:  (Brief Outline):  Present the trainee with four contacts, either in person or by tele-��phone, provide him/her with necessary documents, and have available by telephone a simulation of ��assignment and dispatch personnel.  Provide trainee with a mixture of problem and no-problem cases.  ��Score completed order form. and time taken.��Ref. No.��Type of�Type of��Subtask�Intermed.�Intermediate Objectives�Capabi-�Behav.��or SKA�Objective��lity�Obj.��������1.1.2�1.1�Take all details from customer without omis-sion on first contact�a1/c�2.3��������2.2�1.2�Record info on line & equipment assignment�c/e�2.5��������2.1�1.3�Negotiate & record installation date commitment�c/e�2.5��������2.2�1.4�Calculate charges, complete order form and advise customer of date and obtain access information�a4/5 +c/e�2.5��������������



�END-OF-MODULE OBJECTIVE -- TEACHING POINTS

ITU/TDG Form 10

Module Title:  Accept and Process Request for New Telephone 		Service�Module No.:  1�Page: 1/1                ��Ref. Int. Obs.:�Capabilities:         a5/e�Type of Objective:     2.5��     Conditions:�Given a real or simulated request for telephone service, with acces to Rules and���Procedures and the rate guide of the organization;������the trainee will accept the application in a pleasant manner, find out all the perti-��     Performance:�nent data on the first contact, process the order through the internal routines of the���org., negotiate and obtain internal info and commitments, calculate charges and���inform the customer of the installation date and billing details;�����     Standard:�Within one hour, with no errors in the order, under conditions of facilities avail-��     (Success�able and no facilities.  Will process a total of 4 such order, with not more than one��     Criterion)�call back per customer.�����Mastery Test:  (Brief Outline):  Present the trainee with four contacts, either in person or by tele-��phone, provide him/her with necessary documents, and have available by telephone a simulation of ��assignment and dispatch personnel.  Provide trainee with a mixture of problem and no-problem cases.  ��Score completed order form. and time taken.��Intermediate Obj.���Ref. No.��Reference��Teaching Points�Source of�of��Number�Codes�(Content)�Content�Source��������1.1��a)  The make up of the form itself; the info req'd in each block�Form; �����b)  The methods of listing the spelling of names in the directory������c)  Techniques for assuring correct spelling������d)  Questionning technique������e)  How to close the contact����1.2��f)  Where to call and who to ask and how to ask for the required information������g)  Meaning of:  cable, pair, group, terminal, junction point, distribution point�glossary���1.3��h)  Functioning of the work dispatch process�R & P�����i)  Estimating the time for an installation�manual�����j)  How to question and make constructive comments on someone else's function����1.4��k)  How to use the rate book�rate book�����l)  Identification of the various charges������m)  How to quote charges to the customer������n)  How to find out the record access info.����������������������



�ITU/TDG Form 11



DECISION TABLES -- MODE OF DELIVERY



Cross the appropriate columns and add up the total





�(individual)�(group)���Questions�Agree�Disagree�Don't Know��1.  The objectives rarely include "social skills"(human              	 relations), which require the interaction of individuals.�X����2.  Training is task-oriented rather than growth oriented.�X����3.  Different individuals in the target population (e.g. 	different categories) are to perform partly different 	tasks.��X���4.  The target population is heterogeneous (differences in 	previously acquired skills, aptitudes of learning style).�X����5.  Trainees are sophisticated self-learners.�X����TOTAL:�4�1����If more  crosses in this column, consider Indiv.-Trg�If more crosses in this column, consider Group-Trg���



Questions�Agree�Disagree�Don't Know��1.  The content of the topic is stable (expected to be valid 	with minor modifications 5 years or more).�X����2.  The number of individuals to train is important.�X����3.  It is important that trainees achieve the same standard 	(reliability of output).�X����4.  Qualified instructors are scarce and/or the turnover is 	high.�X����5.  The same training is to be implemented in various 	locations.�X����TOTAL:�5�����If more crosses in this column, consider preparing validated trg material�If more crosses in this column, dev. of validated trg material may not be justified���

�



Delivery Mode:



		Form 11 indicates 4-1 and 5-0 towards the decision of Individualized Training using Validated Training Materials.  Some might justifiably argue in favour of group instruction because of the social skills aspect, but it is considered that in this case these might be taught individually, by use of some play-acting by the staff.





Using the Model:



1.	The prepare step is very important in this case, to ensure that the trainee accepts the philosophy of customer satisfaction, no matter what internal problems may exist; and that his/her role is as mediator between the organiza-tion and the customer.



2.	A film dramatization, could also provide an overview of the job in the see phase.  The detail of the routines, forms, etc., can adequately be provided on paper.  Use copies of real materials as much as possible.



3.	In the try stage, present simple work exercises on paper, each presenting one step of the process.  Provide job aids and prompts.



4.	For the do stage, try to simulate real cases in nearly real surroundings.  Have some sort of monitoring device, such as a tape recorder to provide feedback.



5.	Test in the same way as (4).





Composition of modules and lessons:



		Basically only one module is involved since this objective represents one complete main task.  From a learning point of view, there are 2 subordinate tasks which could be taught independently:  those of negotiating the completion date, and finding the assignment information.



		In this case, we would be inclined to teach the whole process first with no complications from either of the subtasks, and when this has been adequately learned, teach the handling of the problems in the other 2 areas.  However, this is not the only way to do it.  Another way would be to teach all the bits and pieces first, i.e., follow the teaching points one by one, and then put the whole thing together in a series of exercises of increasing complexity.



�ITU/TDG Form 13



��Module No.:  1�Authors:  aaa�Date:  bbb�Page     1 of    2��Ca�Inter-�Module Title:  Accept and Process Request for New Telephone Service��pa bili ty�med. Objec-tive�

Instructional Events (application of a 

training model)

�

Training techniques and media to be used���������(PREPARE)���e��--  show activity in a real business office�video tape��e

e��--  show how orders are processed

--  show effect of errors���e�1.1

1.2

1.3�--  demonstrate the representative-customer relationship

--  state objective of the module�



talk���������(SEE)����1.1�--  provide examples of all forms, both blank and with information included�forms���1.3�--  show flowchart of the process of an order�flowchart/print���������(TRY)����1.1

1.3�--  give trainees a simulated request on paper.

--  have him/her find data and record it.�print:  workbook with forms to fill in���1.4�--  provide prompts and feedback�model answer���������--  give the trainee a simulated request by telephone.

--  have him/her follow through the complete process for several examples of increasing complexity.

--  simulate replies to requests for information, on tape.�examples, simulated





tape of simulated replies����--  provide feedback by means of a completed model order form after each contact.�completed order form���������(DO)�����--  have the trainee carry out a complete order from a simulated customer, without prompts�instructor, 1:1����--repeat several times, gradually introducing problems with assignment and work dispatch�exercises, simulated���������(SEE)���������1.4�--  teach charge calculations by means of a workbook using real references such as the rate guide and a job aid�workbook, job aid����--  practice calculations of charges of varying com-plexity.�practice exercises����--  check against prepared solution�model answers��������������(TRY - DO)�����--  have several more exercises of calculations, removing the prompts�exercises

model answers���������(CHECK - TEST)�����--  test trainees for whole process with simulation as close to the real thing as possible�simulation exercises����--  do 4 cases with different complications; and try for speed of completion.�model answers������������

Design Strategies
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