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HERE ARE THE PREREQUISITES FOR EACH STEP

IN THE INFORMATION PROCESSING ANALYSIS:

Step 1: Greet the customer Step 2: Ask the customer to explain
the reason for the call
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HERE ARE THE PREREQUISITES FOR EACH

STEP IN THE INFORMATION PROCESSING

ANALYSIS:

Step 3: Adjust vocabulary, phrases and tone
to meet the emotional needs of the customer

Step 4: Assess the customer’s issue
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HERE ARE THE PREREQUISITES FOR EACH STEP

IN THE INFORMATION PROCESSING ANALYSIS:

Step 5: Determine a solution to the issue
Step 6: Articulate the solution to the
customer
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HERE ARE THE PREREQUISITES FOR EACH

STEP IN THE INFORMATION PROCESSING

ANALYSIS:

Step 7: Resolve the issue appropriately (ex:
issue refund or coupon for service)

Step 8: Close the call
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Introduction Strategy: Overall Course 
 

Deploy 
attention to 
lesson  

After displaying introductory sl ides introducing faci l itators and session logistics, the instructor 
displays sl ides with attention-grabbing vocabulary words that reflect feelings about customer 
service experiences and asks learners, “How do these words represent how some customers feel 
about their customer service experience?” Instructor accepts and acknowledges all  learner 
responses and draws parallel between the words and new agent experience.  

Establish 
Instructional 
Purpose 

Instructor shares sl ides to describe the course’s learning goals.  

Arouse Interest 
and 
Motivation  

Instructors integrate discussion from attention-grabbing vocabulary words and the importance of 
customer service experience using the actions from units 1-4 to set learners down the right path.  

Preview Lesson Instructor presents sl ide that shows a preview of the workshop, describing an overview of each 
unit, common elements in each unit (self-reflection and action plan), and the post-session 
assessment activit ies 

Process 
Information 

Instructor: 
●Introduces the goals of the course and the needs of SuperScoot’s stakeholders. 
●Provides the benefits of proper customer service onboarding and its impacts to the organization 
and employees.  

Body (Units 1-
4) 

Provides brief transit ion to subsequent units. See individual units below 
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Introduction Strategy: Greeting and Gathering Vocabulary 
 
When presented with a customer issue about our product, the support agents demonstrate the abil ity to understand, select and 
use appropriate English vocabulary to f irst greet the customer, l isten to the complaint and then resolve the issue.  
 

Deploy attention 
to lesson  

Instructor uses PowerPoint deck to present learners with an example customer service survey as an 
individualized self-reflection activity and requests that learners think about why the customer members 
responded that way.  Instructor thanks learners for their responses and ties activity to knowledge they are 
about to gain in this area of vocabulary.    

Establish 
Instructional 
Purpose 

Instructor shares sl ide to describe the unit’s learning objectives.  

Arouse Interest 
and Motivation  

To arouse interest in the upcoming unit content, instructor asks learners,“Why does it matter to use proper 
vocabulary when dealing with a customer?” Instructor takes answers from learners and thanks them for their 
responses.  

Preview Lesson Instructor presents sl ide that shows a preview of the unit, describing an overview of each lesson, common 
elements in each lesson (self-reflection and action plan), and the post-session assessment activit ies.  

 

Body: Greeting and Gathering Vocabulary 
 

Recall  prior 
knowledge  

Instructor requests learners think back to prior experience and asks learners, “Can you think of a t ime when 
you used an incorrect vocabulary word when communicating in English? What happened?” Instructor thanks 
learners for their responses and emphasizes the value of using proper vocabulary not just to individuals but 
also to SuperScoot as a whole.   

Process 
Information & 
Examples 

Instructor uses PowerPoint deck to provide instruction based on various learning objectives.  
 
Instructor: 
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●Provides examples of how learning vocabulary wil l  help SuperScoot meet its goals.  
●Provides examples of how learning vocabulary wil l  provide building blocks for Units 2-4.   
●Explains how and when to review metrics to effectively monitor progress. 
●Introduces greetings with a short video 
 
Greetings video 
 

Focus Attention To arouse interest in the upcoming unit content, instructor asks students: “What happens when customer 
service agents don’t use appropriate vocabulary?”.  Instructor thanks learners for their responses and ties 
activity to knowledge they are about to gain in this area.  

Employ Learning 
Strategies 

Instructor: 
 
●Asks students to complete a short BINGO game to review pre-class online tutorials. Students wil l  recognize 
those words in the video that fol lows.  
 
●Instructor plays a video of an example customer service calls where the agent greets and collects 
information.  

  
Video on Customer Service Greetings 

 
●Asks learners to consider, “What are some vocabulary words the agents used to properly greet customers?”. 
 

●Checks in with discussion groups and gives guidance. 
 

●Instructor debriefs by asking each group to share one or two vocabulary words with the class.  

Practice Instructor: 
●Asks students to complete activity #1 to practice the vocabulary.  
 

●Provides immediate & direct feedback on pronunciation.  
 

●Students complete the communicative activity #2 to enhance retention, transfer & language production. 
 

●Requests that learners write summaries of their conversations with classmates.  
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●Asks learners to share their responses with the class.  

Evaluate 
Feedback 

    After activity 1 ends, instructor debriefs class with guided questions: 
   What words did you think were the most diff icult to pronounce?  
   Why do you think these words are important in the context of customer satisfaction?   
    Instructor validates responses and provides feedback. 

 
After activity 2 ends, instructor debriefs with groups with guided questions: 

 
●Did communicating with your classmates help you identify gaps in your knowledge of vocabulary and 
pronunciation?  

 
●Instructor validates responses and provides feedback. 

 
 

Conclusion: Greeting and Gathering Vocabulary 

Summarize & 
Review  

Instructor provides a summary of the unit’s learning objectives.   

Transfer 
Learning 

Instructor presents the same PowerPoint deck with the example customer service survey statement.  
 
Instructor asks learners to think about what they’ve learned in the unit and how they wil l  apply the vocabulary to 
their future calls.  
 
Instructor asks participants to share students’ thoughts on the importance of proper vocabulary and 
pronunciation for overall  customer satisfaction.  

Re-motivate and 
Close  

Instructor shows the sl ide with vocabulary goals on the screen and reminds learners of the importance of using 
proper vocabulary for overall  customer satisfaction, summarizing the responses from students in the step 
above.  
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Introduction Strategy: Phrases & Grammar 

 
When presented with a customer issue about our product, the support agents are able to understand the customer, then select 
and use grammatically correct English phrases to greet the customer, respond with appropriate phrases to resolve their issue, and 
adjust their tone to the situation, so that the customer is satisf ied with the interaction (as demonstrated by the posit ive customer 
survey score) 
 
 

Deploy attention 
to lesson  

Instructor uses a PowerPoint deck for this unit to present learners with examples of phrases to use for certain 
situations. Learners wil l  be presented with another customer service survey statement as an individualized 
self-reflection activity and requests that learners think about why the customer members responded that 
way.  Instructor thanks learners for their responses and ties it  to knowledge they are about to gain in this area 
for improving customer satisfaction and preventing future calls going l ike this one did. 

Establish 
Instructional 
Purpose 

Instructor shares sl ide to describe the unit’s learning objectives.  

Arouse Interest 
and Motivation  

To arouse interest in the upcoming unit content, instructor asks learners,“Why does it matter to use proper 
tone, connotation, phrases and grammar when dealing with a customer?” Instructor takes answers from 
learners and thanks them for their responses.  

Preview Lesson Instructor presents sl ide that shows a preview of the unit, describing an overview of each lesson, common 
elements in each lesson (self-reflection and action plan), and the post-session assessment activit ies.  
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Body: Phrases & Grammar 
 

Recall  prior 
knowledge  

Instructor requests learners think back to prior experience and asks learners, “Can you think of a t ime when 
you used an incorrect phrase or tone when communicating in English? What happened?” Instructor thanks 
learners for their responses and emphasizes the value of using proper vocabulary not just to individuals but 
also to SuperScoot as a whole. Instructor gives proper sample phrases for various situations to help learners 
improve. Instructor presents these phrases with the correct use of tone and connotation to show the difference 
in warm and fr iendly versus cold, detached and too direct.  

Process 
Information & 
Examples 

Instructor uses PowerPoint deck to provide instruction based on various learning objectives.  
 
Instructor: 

• Provides examples of how learning these phrases while using the proper tone wil l  help SuperScoot meet 
its goals to satisfy customers (which leads to increase in sales and retainment of current customers) 

• Provides examples of how learning these phrases wil l  provide building blocks for the following units.   
• Explains how and when to review metrics to effectively monitor progress. 
• Introduces the I CARE concept with a short video 

 
“I CARE” video 

• Provides examples of proper phrases for certain parts of the call  (e.g. greeting the customer, asking 
questions, understanding the customer, and closing the call ) .   

Focus Attention To arouse interest in the upcoming unit content, instructor asks students: “What happens when customer 
service agents don’t use the appropriate tone, grammar and phrases?”.  Instructor thanks learners for their 
responses and ties activity to knowledge they are about to gain in this area.  

Employ Learning 
Strategies 

Instructor: 
• Asks students to break out into groups of 3 to practice a customer service call  scenario (script 

provided)  
• Plays a video example of a customer service call  where the agent greets and collects information.  
• Plays an example of a customer service call  gone wrong 

  
Bad Customer Service Example Video 
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• Asks learners to consider, “What are a few ways the calls could have been improved?” (e.g. How could 

they have made the call  more fr iendly and warm? How could they have used greetings or tone more 
appropriately?)  

• Checks in with discussion groups and gives guidance. 
• Instructor debriefs by asking each group to share one or two ways the call  could have been improved 

with the class.  

Practice Instructor: 
●Asks students to complete role-play activity to practice key phrases and tone.  
 
●Teacher should provide immediate direct feedback on pronunciation and tone of key phrases.  
●Teacher asks learners to crit ique others in a group and share their learning and feedback with the class.  

Evaluate 
Feedback 

  After the scenario ends, instructor debriefs with groups with guided questions: 
 
●Did any of you get stuck on any particular situation when assisting a customer?   
●Why do you think these types of greetings or phrases are important in the context of customer 
satisfaction?   
●Instructor asks for student feedback (crit ique of other students) 
●Instructor validates responses and provides feedback. 

 
After the scenario ends, instructor debriefs with groups with guided questions: 

 
●Did practicing this scenario with your classmates help you identify gaps in your knowledge of tone, 
grammar, and key phrases? 

 
●Instructor validates responses and provides feedback 
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Conclusion: Phrases & Grammar 
 

Summarize & 
Review  

Instructor provides a summary of the unit’s learning objectives.   

Transfer 
Learning 

Instructor presents the same PowerPoint deck with the example customer service survey statement.  
 
Instructor asks learners to think about what they’ve learned in the unit and how they wil l  apply it  to their future 
calls.  
 
Instructor asks participants to share students’ thoughts on the importance of proper phrases and tone for 
overall  customer satisfaction.  

Re-motivate and 
Close  

Instructor shows the sl ide with the phrases and grammar goals on the screen and reminds learners of the 
importance of them for overall  customer satisfaction, summarizing the responses from students in the step 
above.  
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Introduction Strategy: Product/Service Knowledge 

When confronted with questions from customers, customer service agent can accurately resolve issues with product features, 
usabil ity, and app coordination with the product. The agent is comfortable with al l  vocabulary, visual depictions, and phrases to 
describe how to use the product. Customer service agents wil l  be able to provide appropriate customer support regarding the 
company’s product when faced with a customer support inquiry. Agents wil l  be able to describe, assess, and resolve the 
customer’s issue with the product within an appropriate period for a customer service interaction 

Deploy attention 
to lesson  

Instructor uses PowerPoint deck to present learners with an example diagram of a SuperScoot Scooter and 
issues a short f i l l  in the blank quiz to gauge entry-level knowledge of the product. Instructor thanks learners 
for their responses and ties activity to knowledge they are about to gain in this area.   

Establish 
Instructional 
Purpose 

Instructor shares sl ide to describe the unit’s learning objectives.  
 

Arouse Interest 
and Motivation  

To arouse interest in the upcoming unit content, instructor asks learners,“Why does it matter to describe 
features accurately to customers?” Instructor takes answers from learners and thanks them for their 
responses.  

Preview Lesson Instructor presents sl ide that shows a preview of the unit, describing an overview of each lesson, common 
elements in each lesson (self-reflection and action plan), and the post-session assessment activit ies.  
 
Session overview 
Session evaluation 
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Body: Product/Service Knowledge 
Recall prior 
knowledge  

Instructor requests learners think back to prior experience and asks learners, “Can you think of a t ime you 
didn’t know how to use a product correctly? What happened?” Instructor thanks learners for their responses 
and emphasizes the value of having ful l  product knowledge for the benefit of the company as a whole.  

Process 
Information & 
Examples 

Instructor uses PowerPoint deck to provide instruction based on various learning objectives.  
 

Instructor: 
●Provides examples of how understanding the product wil l  help SuperScoot meet its goals.  
 

●Provides examples of how understanding the features; removes barriers to stel lar customer service.  
   

●Reviews results of entry level ski l ls assessment to determine pre-existing knowledge. 
 

Entry level ski l ls assessment results 
 

Focus Attention To arouse interest in the upcoming unit content, instructor asks students: “What happens when they don’t 
know how to describe the product?”.  Instructor thanks learners for their responses and ties activity to 
knowledge they are about to gain in this area.  

Employ Learning 
Strategies 

Instructor: 
 

●Asks students to complete a short matching game to match labels to diagram. Students wil l  recognize those 
features in the l ive product demo that follows.  
 
LIVE PRODUCT DEMO 
 

●Asks learners to consider, “What are some areas that may not be intuit ive to customers?”. 
 

●Checks in with discussion groups and gives guidance. 
 

●Instructor debriefs by asking each group to share one or two vocabulary words with the class.  

Practice Instructor: 
●Asks students to complete activity #1 to practice the memorization of parts.  
 

●Teacher should provide immediate direct feedback on accuracy. 
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●Students complete a role-play to enhance retention, transfer & language production. 
 

●Requests that learners write summaries of their conversations with classmates.  
 

●Asks learners to share their responses with the class.  

Evaluate 
Feedback 

After role play ends, instructor debriefs with groups with guided questions: 
 
●What features were most diff icult to describe?  
●Why do you think these are important in the context of customer satisfaction?   
●Instructor validates responses and provides feedback. 
 

After another role play ends, instructor debriefs with groups with guided questions: 
 

●Did communicating with your classmates help you identify gaps in your knowledge of product features?  
 

●Instructor validates responses and provides feedback 

 
Conclusion: Product/Service Knowledge 
 

Summarize & 
Review  

Instructor provides a summary of the unit’s learning objectives.   

Transfer 
Learning 

Instructor presents the same PowerPoint deck with the example customer service survey statement.  
 

Instructor asks learners to think about what they’ve learned in the unit and how they wil l  apply the product 
knowledge to their future calls.  
 

Instructor asks participants to share students’ thoughts on the importance of accurate knowledge for overall  
customer satisfaction.  

Re-motivate and 
Close  

Instructor shows the sl ide with goals on the screen and reminds learners of the importance of using accurate 
descriptions for overall  customer satisfaction, summarizing the responses from students in the step above.  

94



Introduction Strategy: Customer Support Skil ls  

Objectives: when presented with a customer issue, support agents are able to connect and reassure the customer, correctly 
interpret the issue, identify the root cause, own the resolution independently from A to Z and advise the customer on the next 
suitable steps to resolve it without escalating to supervisor (when not needed) and in less than 24 hours.  
 
As the last unit of the course, students wil l  need to use al l  previously acquired (and practiced) knowledge to successfully go 
through Unit 4. The unit design wil l  focus on problem-solving strategies for i l l-structured problems, as the desired outcome is for 
the support agents to be able to understand the customer’s issue, identify the root cause and actually provide steps to resolve the 
problem - and all  customers’ issues are widely different and can require a great variety of possible solutions.  
Also, each topic wil l  provide the necessary knowledge to tackle the following, and practicing the learning from each sub-unit 
before moving onto the next one wil l  overall  enhance the learning strategy.  
 
 

Deploy attention 
to lesson  

In the introduction phase, the instructor wil l  ask support agents what they think wil l  be the objective of the 
last course unit ( ‘Considering what you have learned in the previous units, what do you think wil l  this unit 
focus on?’) and also play a recording of a challenging call  with a customer. This wil l  represent the example of 
a challenging problem that agents wil l  eventually be able to f ind a solution for.  

Establish 
Instructional 
Purpose 

The purpose of the unit wil l  be disclosed by the instructor, emphasizing the importance of this last unit to be 
able to successfully handle and resolve customers’ issues after having passed all  the previous units focusing 
on the essential ski l ls related to vocabulary and tone, grammar and product knowledge. Despite the learning 
outcome being focused on problem-solving, this part wil l  be more supplantive as the instructor wil l  provide a 
one-sheeter with the objectives for the unit so that learners can track progress and accomplishments.  

Arouse Interest 
and Motivation  

The instructor wil l  init ial ly ask the class to l isten to a real l i fe interaction between a customer and the support 
staff and the following questions:  

• Was the issue resolved?  
• In your opinion, was the customer happy/unhappy?  
• Did the agent go above and beyond to resolve the issue?  

This way, the instructor wil l  arouse interest and genuine discussion following a more generative approach.  
In addition, the instructor wil l  state that this unit is the f inal one and that learning how to resolve customers’ 
issues wil l  have a decisive impact on their core role and performance as support agents.  
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Preview Lesson The preview of the 3 sub-units wil l  be presented to the class. The instructor wil l  go through each topic, 
explaining the content and the related ski l ls that wil l  be practiced, the pre and post-assessments and what wil l  
be considered as ‘mastery’ level after completing the unit.   
Example: ‘ In this unit we wil l  tackle the ski l ls that wil l  be helpful for you to actually resolve a customer’s issue 
when presented with one. We wil l  start with a pre-assessment to recall  and test previous and current 
knowledge and we wil l  then dive into the f irst topic: Understanding the issue. In this sub-unit, we wil l  go 
through the l istening ski l ls you’l l  need to ful ly understand and interpret a customer’s issue  to make sure you 
have understood it correctly.  
 
The second part wil l  focus on owning the issue and its resolution ful ly, making sure the customer feels taken 
care at each step of the process. We wil l  learn how to diffuse customer’s anxiety and reassure them that 
everything to help them has been done. Lastly, we wil l  focus on execution ski l ls to be able to resolve al l  
issues and/or advise on next steps without escalating to supervisors when unnecessary. Throughout each sub-
unit you’l l  need to recall  the knowledge you have acquired on support vocabulary, tone, grammar and product 
knowledge, as it ’ l l  be essential to understand the content presented here and also pass the f inal assessment 
to reach ‘mastery’ level.  

 

Body: Customer Support Skil ls (Listening) 

 

Recall  prior 
knowledge  

Since problem-solving is a crit ical learning outcome for Unit 4, learners wil l  be asked to review all  the relevant 
prior knowledge that they wil l  employ throughout the lessons.  
In this case, they wil l  need to review: 

• Support vocabulary (with particular focus on connecting with customers) 
• Phrases and grammar (with particular focus on greetings and follow-up questions) 
• Product knowledge 

 
The instructor wil l  also: 

• Encourage the review and use of notes taken during the prior units of the course 
• Prompt students to think about scenarios where they have employed some l istening ski l ls outside of 

work 
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Process 
Information & 
Examples 

In the f irst sub-unit focused on Listening, the Active Listening framework wil l  be introduced (by psychologists 
Carl Rogers and Richard Farson), which wil l  be used by learners as a guide to resolve the f irst set of problems 
related to Listening.   
 
The Active Listening stages presented in this sub-unit are:  

• Show interest  
• Engage  
• Empathize 
• Keep an open mind  

 
Learners wil l  go through the different stages of Active Listening guided by the instructor, who wil l  introduce 
the theory of each l istening strategy using a variety of media (presentations, videos, group discussions) and 
then dedicate a large part of the lesson to practice (mainly role play and discussions) in order to faci l itate 
transfer. The problems presented in the practice wil l  be increasingly complex, start ing with generic scenarios 
that students can relate to, to end with scenarios related to SuperScoot’s customer issues.  
Finally, the instructor wil l  prompt students to identify cases where the application of the l istening strategies is 
appropriate or inappropriate.  

Focus Attention To help with focusing attention, the instructor wil l  ask students to take comprehensive notes when going 
through some crit ical l istening techniques and strategies, which wil l  be useful during the practice and also 
during their core job after completing the course.  
Targeted practice exercise wil l  also be a natural method to focus attention on specif ic relevant parts of the 
content that wil l  be most helpful to help learners acquire the desired ski l ls.    

Employ Learning 
Strategies 

Agents wil l  be generally left free to employ whatever learning strategy has been proved successful. However, 
the instructor wil l  get a sense of the success of these strategies during the regular practice sessions and wil l  
be able to provide guidance based on the deficit encountered.  
For example:  

• Learners are divided into groups  
• Learner 1 has to present a challenging issue they’re facing  
• Learner 2 has to understand and rephrase the issue using alternative words and phrases 
• I f  the learner doesn’t understand the issue, the instructor wil l  guide learners through other ways of 

stating the same challenge l ike rephrasing, drawing, f inding an analogy….  
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• Instructor wil l  play a recorded customer call  with SuperScoot 
• Learners wil l  have to f ind relevant and appropriate information about Active Listening in the Knowledge 

Based system or in the current course.  
• Learners wil l  have to write down a set of phrases they would have used to identify & clarify the issue, 

and connect with the customer based on the retrieved information. 
• The instructor wil l  then present the correct strategies to f ind relevant information in the available 

company’s resources to help in future similar scenarios.  

Practice The Listening sub-unit wil l  focus on the f irst set of ski l ls that are necessary to then be able to resolve the f inal 
complicated problem (f ind a solution to the customer’s issue). At the end of the instructor’s explanation for 
each Active Listening strategy explained above, there wil l  be a comprehensive practice section that 
specif ical ly focuses on that part. The learners wil l  play a central role in generating insights and feedback, 
while the instructor wil l  observe outcome and learning strategies effectiveness, while providing regular 
collective and individual feedback.  
 
Example: 
Active Listening exercise: Engage role-play 
 

• Learners are paired. Learner 1 is the customer and has to present their issue.  
• Learner 2 is prompted to ask questions and encourage Learner 1 to elaborate or expand their 

perspectives. 
• Learner 2 shares feedback on what has been said by paraphrasing, asking clarifying questions and 

summarizing Learner 1 comments regularly.  
• Switch roles.  
• Instructor wil l  provide feedback to the pair and there wil l  also be peer evaluations.  

Evaluate 
Feedback 

   After each activity: 
• The instructor wil l  provide customized formative feedback to each group / student. A checklist wil l  be 

used as evaluation reference to assess that the learners are showcasing the relevant behaviors and 
attitudes or the appropriate problem solving techniques.  

• In the role-play scenarios, there wil l  also be additional peer reviews where students wil l  act as coaches. 
• The instructor wil l  also demonstrate correct behaviours or techniques whenever students encounter 

diff icult ies with one specif ic area.  
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Conclusion: Customer Support Skil ls (Listening)  

 

Summarize & 
Review  

At the end of the lesson, learners are prompted to review the learnings and the Active Listening strategies 
used.  
The instructor wil l  clarify any gray area and provide a recap of the most relevant techniques to be kept in mind 
when assist ing customers.  
Students are asked to create a recap of the lesson learnings for future reference and to l ink them to the unit’s 
objectives presented in the introduction.  

Transfer 
Learning 

In order to promote transfer, students wil l  be asked to:  
• Come up with and write down additional scenarios where Active Listening could be deployed as 

homework and then present to the class.  
• Online research successful customer support stories where Listening was a crucial ski l l  employed by the 

support staff.   

Re-motivate 
and Close  

The instructor wil l  re-emphasize the importance of each topic presented in Unit 4 as the last piece to be able to 
properly handle customers’ issues from A to Z and also posit ively contribute to the overall  customer satisfaction 
and brand reputation.  
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FORMATIVE EVALUATION PLAN
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FORMATIVE 
EVALUATION PLAN

 
QUESTIONS TO BE ANSWERED IN

THE LEARNERS SURVEY INCLUDE:
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CHARACTERISTICS OF MATERIALS
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LEARNERS CHARACTERISTICS
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PROCEDURES FOLLOWED
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DATA GATHERED
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INTERPRETATIONS AND REVISIONS
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INTERPRETATIONS AND REVISIONS
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