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We	provide	valuable	resources	for	contact	centre	coaching	programs,	including	training	activities	and	game	ideas.	1.	Understanding	Individual	Learning	Styles	Helen	Pettifer	emphasizes	the	importance	of	understanding	an	individual's	learning	style	when	designing	a	coaching	program.	A	VARK	assessment	tool	can	help	identify	the	best	approach	for
each	advisor,	allowing	trainers	to	tailor	their	materials	and	support	development	in	an	efficient	manner.	2.	Moving	Beyond	Traditional	Classroom	Training	Flexible	working	arrangements	have	led	contact	centres	to	explore	alternative	training	methods	that	don't	require	traditional	classroom	settings.	This	shift	encourages	trainers	to	vary	their
communication	style	to	cater	to	different	learning	preferences,	making	sessions	more	engaging	and	increasing	the	memorability	of	key	messages.	3.	Empowering	Team	Leaders	to	Identify	Skill	Gaps	Team	leaders	play	a	crucial	role	in	encouraging	advisors	to	acknowledge	and	address	skill	gaps.	By	fostering	an	environment	where	employees	feel
confident	sharing	their	challenges,	trainers	can	help	training	stick.	Advisor	self-scoring	is	a	useful	tool	for	this	process,	allowing	team	leaders	to	provide	constructive	feedback	while	focusing	on	advisor	goals	and	future	aspirations.	4.	Facilitated	Discussions	for	Best	Practices	Sharing	Helen	Pettifer	advocates	for	facilitated	discussions	where	advisors
share	their	experiences	and	best	practices,	encouraging	open	discussion	and	comparison	among	colleagues.	This	approach	helps	create	a	culture	of	continuous	improvement,	driving	positive	change	within	the	organization.	We	encourage	focus	groups	to	improve	learning	by	fostering	open	discussion	and	creating	a	culture	of	continuous	development.
Advisors	are	urged	to	take	on	leadership	roles,	helping	identify	suitable	team	leaders	when	needed.	A	coach	or	leader	facilitates	discussions,	ensuring	best	practices	for	customer	satisfaction.	To	recognize	advisor	success,	celebrate	achievements	with	certificates,	thank-you	notes,	or	team	huddles.	Given	article	text	here	Looking	back,	the	process	of
giving	feedback	after	reflecting	on	the	advice	received	can	be	effective	but	doesn't	necessarily	have	to	stop	once	the	advisor	completes	their	induction	period.	Role-plays	can	help	advisors	learn	continuously	by	allowing	them	to	choose	scenarios	that	are	most	relevant	to	them.	For	instance,	Helen	suggests	role-playing	real-life	situations	as	it	is	what
will	make	the	training	more	effective	for	the	advisors.	To	engage	a	large	number	of	learners	like	the	contact	centre	team,	interactive	webinars	can	be	used.	They	offer	an	opportunity	to	innovate	and	provide	engaging	learning	materials	if	thought	creatively.	In	a	team	setting,	different	members	can	work	together	on	creating	webinar	training	courses,
making	them	experts	in	one	key	area	and	adding	a	fun	element	by	exploiting	their	creativity.	Helen	recommends	taking	a	look	at	the	recent	recorded	webinars	for	some	innovative	ideas.	Spend	time	with	charities	to	build	advisor	empathy	by	interacting	with	people	they	wouldn't	usually	interact	with,	helping	them	gain	soft	skills.	By	doing	so,	advisors
can	better	understand	their	target	audience	and	develop	empathy	skills	that	are	crucial	in	handling	different	customer	situations.	For	example,	if	a	team	handles	calls	from	vulnerable	customers,	volunteering	with	charities	can	be	incredibly	enlightening	as	it	provides	a	deeper	understanding	of	the	challenges	faced	by	these	people.	Helen	also	suggests
that	when	advisors	go	into	the	local	community	to	interact	with	their	target	audience,	they	may	see	the	positive	impact	of	their	work	and	develop	a	greater	sense	of	pride	in	what	they	do.	Training	sessions	should	be	fun	and	engaging	to	help	people	learn	new	skills.	"Informal	settings	like	lunch-and-learns	make	people	feel	more	comfortable	sharing
their	ideas,"	says	Helen.	By	eating	together,	teams	create	a	relaxed	atmosphere	that	fosters	collaboration	and	idea-sharing.	This	approach	is	beneficial	for	advisors	and	customers	alike,	as	it	increases	engagement	during	focus	groups.	To	boost	problem-solving	skills,	Helen	recommends	playing	the	"Lost	at	Sea"	game	with	customer	service	teams.	In
this	game,	players	are	given	a	scenario	and	must	rank	essential	items	to	survive.	The	goal	is	to	improve	teamwork,	decision-making,	and	cooperation.	For	effective	training,	it's	also	essential	to	develop	active	listening	skills	among	advisors.	Creating	checklists	can	help	them	stay	focused	on	the	customer's	needs.	These	checklists	should	include
statements	like:	"I	listen	attentively	without	interrupting,"	or	"I	ask	clarifying	questions	to	ensure	understanding."	To	further	enhance	advisor	listening,	Helen	suggests	incorporating	fun	exercises	from	their	article:	"How	to	Train	Active	Listening	in	the	Contact	Centre	–	With	Four	Exercises."	Additionally,	multiskilling	advisors	can	be	beneficial	for
workforce	efficiency.	However,	it's	crucial	not	to	overlook	individual	strengths	and	weaknesses	when	assigning	tasks.	By	doing	so,	teams	can	work	more	effectively	together,	leading	to	improved	performance	and	customer	satisfaction.	Given	article	text	here	Looking	at	what	makes	a	team	strong	and	how	to	grow	that	strength	through	training	is	key.
"When	we	help	people	find	their	strengths,	they	can	use	them	in	specific	areas,"	says	Helen.	By	trusting	advisors	to	share	their	skills,	it	shows	trust	and	encourages	growth	among	the	team.	However,	constantly	changing	topics	might	actually	slow	down	work.	Focusing	on	contact	routing	strategies	may	be	a	better	approach.	You	should	also	try	using
e-learning	to	engage	advisors	with	training,	letting	people	learn	at	their	own	pace.	If	you	can't	afford	e-learning	software,	create	an	online	"work	library"	where	advisors	can	choose	how	they	want	to	learn.	Spending	time	outside	of	the	office,	like	in	escape	rooms,	can	also	build	team	cohesion	and	problem-solving	skills.	Investing	in	exceptional	call
center	training	is	vital	for	delivering	top-notch	customer	service.	A	well-crafted	training	program	that	balances	agent	experience	and	customer	experience	(CX)	yields	improved	results.	Empowered	agents	are	more	likely	to	possess	the	necessary	skills	and	confidence	to	handle	complex	customer	interactions	effectively.	Moreover,	a	comprehensive
training	program	demonstrates	commitment	to	employee	development,	fostering	loyalty,	engagement,	and	long-term	retention.	A	successful	call	center	training	program	should	incorporate	technical	skills,	product	knowledge,	and	soft	skills	like	empathy	and	active	listening.	This	enables	agents	to	navigate	new	technologies,	stay	updated	on	industry
trends,	and	provide	excellent	service.	By	investing	in	call	center	workforce	management,	agents	are	equipped	to	solve	customer	problems	efficiently,	reducing	callbacks	and	increasing	customer	satisfaction.	Proper	training	also	contributes	to	decreased	employee	turnover	and	churn	by	providing	agents	with	the	necessary	skills	to	handle	customer
interactions	effectively.	A	confident	agent	is	essential	for	a	contact	center's	success,	as	they	can	tackle	complex	situations,	nuanced	issues,	and	ticket	escalations.	Effective	call	center	training	establishes	structured	processes,	roles,	responsibilities,	and	software	requirements	that	agents	must	follow.	Given	article	text	here	Looking	forward	to	seein
everyone	at	the	meeting	tomorow	and	discussin	our	strategies.	I	am	very	excited	to	attending	the	concert	tonight	with	my	friends.	We	will	be	buying	tickets	online	before	the	event	starts.	He	decided	to	follow	his	dreams	and	starting	his	own	business	after	years	of	working	in	an	office	environment.	The	city	was	bustling	with	activity,	people	hurried	to
their	destinations.	The	streets	were	filled	with	cars	and	buses,	creating	a	symphony	of	honks	and	engine	noises.	When	creating	a	training	program	for	your	call	center,	consider	incorporating	pre-recorded	videos	from	industry	experts	that	provide	specific	examples	and	efficient	ways	to	answer	customer	questions.	Prioritize	these	14	best	practices
when	designing	your	training	program.	Quality	assurance	plays	a	crucial	role	in	evaluating	customer	interactions	and	enhancing	agent	performance.	AI-powered	QA	tools	can	automatically	review	interactions,	generate	transcripts	and	summaries,	and	identify	areas	for	additional	training.	Educate	top-performing	agents	on	company	goals,	products,
industry	trends,	and	culture	to	empower	them	to	represent	your	brand	effectively.	Teach	soft	skills	like	respectful	communication,	wait	time	alerts,	and	sensitive	information	handling	to	prioritize	customer	data	privacy.	Effective	training	enables	confident	use	of	call	center	tools	and	minimizes	technical	issues.	Provide	guidance	on	answering	calls,
transferring,	muting,	referencing	profiles,	and	using	AI-generated	summaries.	Implement	a	shadowing	program	where	new	hires	can	observe	seasoned	agents	handle	different	interactions,	or	invite	them	to	listen	in	on	live	customer	calls	for	real-time	learning.	(Note:	I	chose	the	"ADD	SPELLING	ERRORS	(SE)"	method	with	a	40%	probability)
Integrating	recorded	calls	into	your	training	enables	you	to	showcase	effective	call	handling	strategies	and	pinpoint	areas	for	improvement.	Shadowing	programs	allow	new	agents	to	learn	from	experienced	ones.	Promoting	internal	collaboration	fosters	a	supportive	environment	where	agents	can	share	knowledge	and	skills,	leading	to	quicker
resolutions	and	productivity	gains.	Call	center	software	facilitates	collaboration	by	surfacing	similar	tickets,	allowing	agents	to	learn	from	their	teammates'	experiences.	It	also	enables	agents	to	share	notes	and	receive	comments	on	tickets	to	gain	new	perspectives.	Teamwork	promotes	continued	learning,	encourages	feedback,	and	enables	agents	to
observe	and	learn	new	skills	from	each	other.	Establishing	an	internal	help	center	provides	access	to	training	resources	and	enables	agents	to	find	answers	efficiently.	Internal	knowledge	management	tools	empower	agents	to	locate	solutions	for	common	support	queries	and	training	needs,	eliminating	knowledge	silos.	The	help	center	can	also	house
business	information,	such	as	product	updates	and	policies.	During	training,	communicate	clear	call	center	goals	and	pair	them	with	regular	coaching	sessions	to	enhance	engagement	and	boost	agent	performance.	Set	achievable	objectives	around	metrics	like	average	wait	time,	resolution	time,	and	missed	calls.	Ensure	objectives	are	attainable	and
measurable,	and	provide	regular	feedback	to	help	agents	understand	their	progress	and	areas	for	improvement.	Seeking	agent	feedback	can	enhance	training	program	engagement	and	alignment	with	organizational	goals.	Transparently	communicate	any	constraints	that	may	prevent	specific	changes	to	maintain	trust	and	clarity.	Agents	should	be
encouraged	to	step	out	of	their	comfort	zone	with	additional	incentives,	such	as	company	swag	for	meeting	certain	outcomes.	Commission-based	incentives	can	also	boost	performance.	Cross-training	with	other	teams	can	enhance	customer	service	reps'	skills,	like	upselling	and	cross-selling.	A	knowledge	base	can	facilitate	asynchronous	training,
allowing	agents	to	review	materials	at	their	convenience.	Evaluating	the	effectiveness	of	call	center	training	is	crucial.	Software	can	track	metrics	like	QA	scores,	average	talk	time,	and	repeat	call	rate.	Findings	should	be	used	to	identify	areas	for	improvement	and	update	training	programs	continuously.	Call	center	training	blends	technical
proficiency	with	skills	development.	It	includes	software	proficiency	and	soft	skills	enhancement	through	role-playing,	script	utilization,	and	other	techniques.	Role-playing	with	coworkers	or	using	call	center	scripts	can	help	practice	interactions.	Various	training	ideas	include	gathering	feedback,	practicing	interactions,	reviewing	call	recordings,
investing	in	certifications,	and	purchasing	QA	software.	Successful	remote	call	center	training	relies	on	building	a	training	software	stack,	using	video,	chat,	and	recorded	elements,	attending	webinars,	and	assigning	mentors	to	new	agents.	Call	center	training	may	cover	topics	like	call	center	skills,	regulatory	compliance,	customer	relationship
management,	product	and	service	training,	upselling,	and	cross-selling.	A	well-organized	approach	is	essential	to	maintain	efficiency	while	preserving	high	standards	within	any	team,	including	call	centers.	For	instance,	Zendesk	WEM	utilizes	AI	to	provide	detailed	performance	assessments	that	pinpoint	areas	where	employees	require	coaching.	This
feature	also	allows	for	seamless	integration	of	training	into	agent	schedules,	enabling	the	identification	of	knowledge	gaps	and	guiding	targeted	development	initiatives.
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