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Overview

The practice has two main components: 1) a classroom experience that is a hybrid of Instructor Led Train-
ing (ILT), Computer Based Training (CBT), and interactive gamification; and 2) a six-month series of webi-
nars designed to deepen retention and build a peer-group community.
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Needs Identification

The practice was initiated to fill a gap in existing curriculum. However, as the result of a separate orga-
nizational assessment, it became clear that the practice could – if done right – drive needed change en-
terprise-wide and improve business metrics. With this compelling rationale, we halted development and 
returned to the drawing board with more strategic objectives based on the organizational assessment. 
The result was a complete overhaul of the theory-based leadership training event to a multi-dimensional 
curriculum designed to fundamentally reskill the supervisor corps.
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Corporate Strategic Goals From 2014 Annual Report
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Design Approach

Two ideas became the bridge between needs identification and design. The first was that the role of call 
center supervisor in our particular organization comes down to “the what” and “the how” of the job: spe-
cific tasks to be accomplished (what) and managing personal impact on agents while doing those tasks 
(how). The second idea was that it should be easier for supervisors to coach agents than not to coach 
them. Meaning, we should connect the dots between coaching and 1) business impact (metrics) and 2) 
quality of daily life for the supervisor (more skilled agents equates to fewer calls escalated to supervisors, 
lower call volume, etc.) in such a compelling manner that coaching will be the obvious best answer.
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Gamification
The concept of gamification is to introduce game elements to a nongame situation, and can transform a 
“death by Power Point” classroom experience into a highly engaging, interactive one in which learning 
occurs during game play. Replacing pages of content with a familiar game the learner may have played 
during his or her youth not only brings back nostalgic feelings, but allows the learner to scaffold their ex-
pertise in any given area through levels, badge rewards, and scores. Having previous mastery of and fa-
miliarity with a board game, game show or card game allows the learner to have more confidence when 
progressing through new or difficult content because they already understand the end goal and how to 
achieve it…independent of the subject matter. 

Click to view larger images.
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Click here to view video.Screen shot  of “Super Feud” shown above. 



Page 8

Click here to view video.Screen shot  of “The Role Reversal Game” shown above. 
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Click here to view video.Screen shot  of “Supervisor Solitaire Activity” shown above. 
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Click here to view video.Screen shot  of “Personality Types” shown above. 
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Gamification: Supervisor Training \ Supervisor Role

Click image to pause video

In this activity, learners work in teams to come up with answers to two questions: “What are the charac-
teristics of a traditional supervisor role?” and “What are the characteristics of a call center supervisor role?” 
Using tip sheets with a combination of correct and incorrect responses, the teams compete for the chance 
to answer the questions correctly, yielding their turn to the opposing team when they respond incorrectly. 
The combination of time pressure and competition creates a high energy experience in which team mem-
bers discuss and debate their options before selecting their responses. The game is followed by a robust 
class discussion of the correct responses that goes beyond rote memorization to deep understanding 
based on moderated debate.
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Gamification: Supervisor Training \ Supervisor Role

“The Role Reversal Game” is based off the ancient Chinese board game “Go”. When developing the idea 
behind this activity it was not to replicate the game, but the concept and layout. In the original game of 
“Go” the player needed to place as many of their game pieces around their opponent on the board to win. 
In The Role Reversal Game the concept is to place the order of roles in a customer care center according to 
their importance. Even if the user has never seen, nor played the original game, a feeling of familiarity in 
the user is evoked with less feelings of trepidation to the content.

Click image to pause video
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Gamification: Supervisor Training \ Time Allocation

Click image to pause video

Like the well-known card game, “Supervisor Solitaire Activity” was originally created as a paper-based ac-
tivity. The student would read the question and place it in a pile from 1 to 4 according to its priority. See-
ing that the activity would require paper cards for every training course and location, our development 
team designed a game where the user could read a question, drag and drop a card onto a priority pile and 
quickly receive feedback while still having a class discussion. The activity became more engaging and in-
teractive than the original concept of paper-based, thus proved to be a valuable tool in e-Learning.
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Gamification: Supervisor Training \ Personality & Emotional Intelligence

“Personality Types” located under Personality and Emotional Intelligence designed after a childhood fa-
vorite where the player mimic’s audio sequences demonstrated by the game. Not only did the layout and 
concept of this game quickly become evident when brainstorming gamification for this activity, but al-
lowed for quick and efficient development of the game because of the familiar gaming concept. Users 
enjoyed interacting with the game where they self-identified with numerous personality types. Had this 
activity only been a match game or list, the user would be less engaged with a potential degradation of 
retention and comprehension of the subject matter. 

Click image to pause video
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Evaluation Strategy

Our selected evaluation strategy employs Kirkpatrick’s Methodology because this model is suited for mea-
suring Return on Expectation (ROE). We felt it would ensure visibility into the true impact of our solution. 
The model has four stages: 1) Evaluation Planning, 2) Data Collection, 3) Data Analysis, and 4) Reporting. 
This table details phase 2 and depicts what data was collected, how it is collected and frequency in which 
it will be collected.
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Results: Before & After

As a result of applying knowledge, skills and abilities from the practice implementation, there has been an increase in several key business 
drivers. Absenteeism, while not immediately improved is currently trending down. However, the Customer Satisfaction Composite, agent 
coaching hours and Quality Assurance scores have all spiked upward since the practice was implemented.
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Results: Before & After (continued)



Page 18



Page 19



Page 20



Page 21



Page 22



Page 23



Page 24



Page 25

Knowledge Sharing & Lessons Learned

We improved the Supervisor Curriculum as a result of the important learnings that came out of the pilot.


