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BUS.V32.70564 WEEK 5 ASSIGNMENT 2

Week 5 Assignment: Designing a Training Program Framework for CSR

To identify the needs for the call center training program, I would use the following

strategies:

1. Conduct employee surveys to gather direct feedback on current challenges and training

needs.

2. Analyze call center performance metrics to identify specific areas where service quality is

lacking.

3. Review customer feedback and complaint records to understand common issues faced by

customers. These strategies will provide a comprehensive understanding of the training

needs based on real data and employee input.

To accommodate different learning styles, I would implement the following methods:

1. Interactive workshops and role-playing sessions to engage kinesthetic learners who

benefit from hands-on activities.

2. Online training modules with visual aids and videos to support visual learners who prefer

seeing information.

3. Group discussions and Q&A sessions to help auditory learners who excel in listening and

speaking environments. These varied methods ensure all employees can absorb the

training material effectively.

I would allocate 70% of the training to be conducted internally and 30% externally.

Internal training allows customization to the specific needs of our call center and fosters a

cohesive learning environment. External training, on the other hand, brings in fresh perspectives

and industry best practices. This balance ensures a well-rounded training program that leverages

both in-house expertise and external innovation.
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