
Goal: Build skill level on the combined set of tools a new customer care agent needs to interact with customers and record verbal interactions.  

Role: Instructional designer creating course materials to be delivered in call centres. 

Audience: New customer care agents who are going through onboarding to the job and have met the prerequisites for this course. 

Stage 1 Desired Results 
ESTABLISHED GOALS  
Confidently use a Computer Telephony 
Integration (CTI) system to answer incoming 
and initiate outgoing calls to customers, 
ensuring results are logged in the integrated 
Customer Relationship Management (CRM) 
system. 
 
Classroom instruction: 
Learners will have access to a “sandbox”  
 
E-learning:  
Learners will use a simulated environment 
during the instruction. 
 
Learners will already have learned the basics 
of the CRM system and be confident at 
creating, updating, and closing cases. 

Transfer 
Students will be able to independently use their learning to…  
Answer and initiate customer-facing calls based on the priorities they set themselves. 

Meaning 
UNDERSTANDINGS  
Students will understand that… 

 There are technical integrations 
between the CTI and the CRM 
systems. 

 Which data is logged automatically 
and which must they complete 
manually? 

 There are settings which track how 
much time a care operations agent 
spends doing certain activities. 

ESSENTIAL QUESTIONS  
Why is it important to track how much time 
our activities take and ensure things we have 
said to customers are recorded in systems? 
 
Imagine you are a consumer calling a 
customer service centre. How do you want to 
feel during that experience and what are 
some behaviours from the people working 
there, which would contribute to that? 
 
 

Acquisition 
Students will know…  

 Whether a colleague is available in 
case they want to forward the call 

Students will be skilled at…  
 Answering incoming calls with the CTI 
 Linking incoming calls with existing 

customer records in the CRM 
 Recording critical data in the CRM 
 Placing outgoing calls from the CRM, 

using the CTI 
 Logging records of the conversation, 

reminders, or case status in the CRM 



 Forwarding a call to a knowledgeable 
colleague, with some explanation 
before handing over the customer to 
the colleague (aka “attended 
transfer”) 

 Accepting an attended transfer call 
Stage 2 - Evidence 

Evaluative Criteria Assessment Evidence 
Demonstration with self-assessment, given 
scenarios 
 
 

PERFORMANCE TASK(S):  
 
Getting started 

 Log into the CTI and CRM systems 
 Ensure the systems are links 
 Set status to Available 

 
Accept an incoming call 

 Check whether the call is from an existing customer 
 If so, link call to existing customer 
 If not, create new customer record and link customer to that one 
 Record results of call and update case status 

 
Place outgoing calls 

 View a case requiring an outgoing call 
 Place the call—you need to do an attended transfer 
 Check whether a colleague is available 
 Execute attended transfer 

 
Accept an attended transfer 

 Update the case status 
 

Self-assessment (formative and summative) OTHER EVIDENCE:  
Practice until learners self-report as “very confident” 

Stage 3 – Learning Plan 



Summary of Key Learning Events and Instruction 
Prerequisites: 
Written and verbal communication skills 
Basic navigation of CRM system 
Handing cases in the CRM system 
 
Logistics 
Ensure all learners can log into relevant systems, troubleshoot 
Ensure headsets work appropriately  
 
(5 mins) Short reflection and icebreaker using one of the essential questions 
 
(5 mins) Theory: 
Explain integration between CTI and CRM 
Explain call handling processes with the two systems 
 
(50 mins) Practical work 
Method for each section: instructor demonstration, “unit testing” practice, practical scenario, self-assessment 
 

1. Getting started 
 Log into the CTI and CRM systems 
 Ensure the systems are links 
 Set status to Available 

2. Accept an incoming call 
 Check whether the call is from an existing customer 
 If so, link call to existing customer 
 If not, create new customer record and link customer to that one 
 Record results of call and update case status 

 
3. Place outgoing calls, transfer 

 View a case requiring an outgoing call 
 Place the call—you need to do an attended transfer 
 Check whether a colleague is available 
 Execute attended transfer of call and case 



 
4. Accept an attended transfer 

 Update the case status 
 

(10 mins) Final reflections, consideration of their answers to the essential question in the beginning request for additional help 
 

 
 


