

Design Document- Handling Angry Customers


	Business Purpose
	· Provide awareness of the customer service skills needed 
to handle customer complaints in a professional manner. 
· Retain loyal customer base by providing exceptional customer services 

	Target Audience
	· All customer service representatives at “Y” Hotel

	Training Time
	15 minutes

	Training Recommendation
	· 1 e-Learning course 
· Course will have a scenario-based block
· Five key objectives will be taught 
· Scenario will have two avatars- an angry customer with a specific complaint and a trainer who is “teaching” the learner as they go through the scenario 
· The learner will choose which response is the better choice
· Correct choice will continue to next skill. Incorrect choice will be given an explanation as to what should be done and will try again
· Learner will not be able to advance to next section until scenario is completed 
· Informal knowledge checks will provide interaction and review skills learned in scenario
· Summary
· Quiz


	Deliverables

	· 1 e-Learning Course
· Developed in Rise 360
· Includes scenario with angry customer
· Includes two virtual human avatars
· Final quiz

	Learning Objectives
	There will be five objectives covered in the module. When dealing with angry customers, the learner will be able to explain how to:
· Remain calm and maintain a positive mindset
· Actively listen to the customer’s complaint
· Separate feelings from the situation 
· Restate customer concerns back to customer and demonstrate understanding
· Offer a solution to satisfy the customer and maintain customer loyalty

	Training Outline
	Introduction
· Images, quote, and text introduce the topic visually
· Process animation introduction with voiceover the five learning objectives with images and text
· On the last slide “Up Next,” the learner is prepared that they will be working through a scenario to practice and reinforce the five steps
· Scenario begins “Learning to Handle Angry Customers”
· Learner must work through the scenario before moving on
· Text box and image follow scenario
· Knowledge Check- five question knowledge check to cover learning objective
· Image with quote transitions to Summary
· Summary- bullet points
· Thank you for taking this course



	
	
	

	Evaluation Plan
	· Quiz 
· Five questions over learning objectives 






