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A recent customer satisfaction survey gave a “poor” rating to nine Call Centre staff from nFinity marketing. This training needs analysis was conducted at the client’s request to determine the requirements of a suitable learning program to improve the customer service skills of the staff members in question.
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To determine the training needs of the nine staff members I worked closely with Bill Buckingham (nFinity HR Manager) and the Call Centre team leader to develop a checklist for monitoring calls. The completed checklist forms Appendix A.

In addition to the monitored call checklist, each team member completed a number of questionnaires and profiling tools to determine their individual learner needs and characteristics. Attachment B contains a summary of these results.
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An analysis of the monitored call checklist identified the following skills gaps in the nine call centre staff:
· building rapport
· questioning techniques to identify customer needs
· not listening to the customer, showing empathy or resolving the complaint
· escalating complaints rather than dealing with them
· not analysing whether it is a fault or a complaint

The strategic objectives of the learning program are to:
1. decrease customer complaints related to call centre staff
2. motivate staff and change attitudes towards the customer.  
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Given the above information it is recommended that training in the following units from BSB20207 - Certificate II in Customer Contact are delivered to the nine staff members:
· BSBCUS301A Deliver and monitor service to customers
· BSBCCO201A Action customer contact
· BSBCMM301A Process customer complaints
· BSBCCO202A Conduct data collection.

Training will be delivered to the group of nine learners in the OLS training room over a period of nine sessions or weeks. 
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Evaluation of the training programme will be monitored after one month by the following procedures:
· informal interviews with staff
· examination of records and statistical data.

The information received should identify whether a decrease in customer complaints has occurred. 
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The overall objective of the “Training Needs Analysis” was to identify the type of training required to improve the customer service skills of nine call centre staff. As a result of the training needs survey it is proposed that the recommended training will address the training needs identified.

Furthermore, the majority of staff are really keen to continue with training and to complete Certificate II in Customer Contact. This can be achieved by recognition of prior learning, on the job training, formal training, on-line learning, and flexible learning.

I would be happy to discuss this matter with you further and explain the benefits for the company and the staff. 
    

Trainer/Assessor
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	3
	2
	1
	

	

	Standard phrases are used to acknowledge the customer. 
	9
	
	
	No problems in this area.

	An attentive and helpful manner is used with the customer.
	1
	8
	
	No problems in this area.

	Effective communication skills are used to build rapport with the customer.
	5
	3
	1
	Training is required.

	Effective listening and questioning techniques are used to identify customer needs.
	
	2
	7
	Training is required in Communication skills.

	Inquiries and requests are responded to promptly.
	5
	4
	
	No problems in this area.

	Customers are encouraged to ask questions.
	1
	6
	2
	Training is required.

	Appropriate options are identified and recommended to the customer.
	3
	2
	4
	Training is required.

	The customer is kept informed of progress.
	
	1
	8
	Training is urgently required.

	Customer satisfaction is checked by summarising information and confirming that objectives have been met.
	
	7
	2
	Training is required.

	Work is undertaken in a safe manner to self and others.
	
	9
	
	No problems in this area.

	Customer complaints are identified and analysed to establish underlying cause.
	
	6
	3
	Training is required.

	The customer complaint is summarised and agreed with the customer.
	2
	5
	2
	Training is required.

	Action taken to resolve the complaint is agreed and confirmed with customer.
	1
	7
	1
	Training is required.

	Customer is informed as to further action in the event of further referral, including agreed call back arrangements.
	
	3
	6
	Training is required.

	The customer complaint is escalated to the next highest authority. 

	9
	
	
	No problems in this area.





Analysis

It is evident from the results, the team meets the competency standards for the majority of this unit, however the training needs analysis has identified training would benefit the staff in the following:
· building rapport
· questioning techniques to identify customer needs
· not listening to the customer, showing empathy or resolving the complaint
· complaints being escalated rather than being dealt with
· not analysing whether it is a fault or a complaint.

Training should address the problems for the telemarketing team and also help motivate and change attitudes.
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The nine call centre staff completed a number of questionnaires and profiling tools to determine their individual learner needs and characteristics.  

The results are detailed below:

	Name
	Learning Style
	Personality Profile
	Special needs

	John Crane
	Kinaesthetic
	Reserved
	Hand Injury

	Eileen Young
	Visual/Auditory
	Outgoing
	-

	Mary Bligh
	Auditory
	Outgoing
	-

	Sean Barret
	Auditory
	Outgoing
	-

	Dave Graylan
	Visual
	Reserved
	

	Fran Lewis
	Kinaesthetic
	Reserved
	Asthmatic

	Toby Styles
	Visual
	Outgoing
	Blind in right eye

	Mark Sharples
	Visual/Auditory
	Outgoing
	-

	Amanda Nelson
	
Kinaesthetic
	
Outgoing
	
-





	

