
• Current standards 
• Understand needs 
• Tailor / customize 
• Define success 
• Training objectives 
 

• Pre-training
• Mystery Shop-email/phone
• Voice of customer

 
 

• On-site / virtual
• Instructor-led 
• Skill introduction
• Fun, engaging, inspiring 
• Employee buy-in 
• Role-play 
 

• Mystery shop/actual calls
• Phone/email
• Continual evaluation
• Web-based reporting

• On-demand / targeted 
• One-on-one interaction 
• Skill review & feedback 
• Role-play 
 

• Performance review
• Skill development
• Areas of focus 
• Program engagement
• Progress celebrated  
 

• On-site / virtual 
• Instructor-led 
• Reinforcement 
• Employee practice 
• Monthly / quarterly
 

• Gather information
• Roadmap of events 
• Training day logistics 
 
 

Proven Process

PATH TO 
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DRIVING RESULTS 


