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Art of Cancel: Home Internet                       	TR2021192C

	Training Plan Summary   

	Overview & Business Objectives 
	There is an existing Global Care huddle series on Retention that includes 3 huddles, 1 completed per week. We need an additional huddle made to be added to the existing Retention huddle series as a week 4 huddle to provide training on:
· Setting full and accurate expectations for the final bill when cancelling Home Internet is cancelling the account in full
· Setting full and accurate expectations for the next bill when cancelling Home Internet is cancelling an individual line and leaving an existing account

There are 2 learning solutions- 1 for Global Care and 1 for Internal Care.
· Global Care: Create a huddle to add to the existing Retention Huddle series that focuses on setting full and accurate expectations when processing a cancellation. 
· Internal Care: The huddle series for Global Care will be converted to be used internally.

	Dark Project 
	☐Yes     ☒No
	Project SharePoint
	 https://tmobileusa.sharepoint.com/teams/tddprojects/2021192C/default.aspx 

	Business Metrics 
	NPS, Decrease in CPA

	Audience 
	
Global: Alorica, Davao and Eton Centris EBS teams
Internal: STC in Colorado Springs, Mission, Jefferson, STC/BSTC (anyone taking home internet calls) in iQor Charlotte


	Key Dates 

	Training Start Date
	Launch Date 

	
	TBD
	TBD



	Learning Solution 

	Learning Solution
	There are 2 learning solutions- 1 for Global Care and 1 for Internal Care.
· Global Care: Create a huddle to add to the existing Retention Huddle series that focuses on setting full and accurate expectations when processing a cancellation. This will also include a step by step job aid on setting expectations when processing cancellations.
· Internal Care: The 4 week huddle series for Global Care will be converted to be used internally. This will also include the step by step job aid onsetting expectations when processing cancellations

	Overall Learning Goal
	Experts will be able to use tools and resources to set complete and accurate expectations at the time of cancelling the Home Internet service. 

	Learning Objectives
	By the end of this program, 
· Experts will be able to communicate final bill expectations to customers who cancel, no matter when  customer cancellation is set. 
· Experts will be able to position cancellation to take place at end of current cycle
· Experts will be able to put the final bill estimator to use in order to set accurate expectations.
· Experts will be able to locate and explain the customer advisements when cancelling a Home Internet line.

	
Deliverables
	☒Coach-led Huddle
	☒Other: Step by step process job aid

	Risks
	NA 



	The Art of Cancel: Home Internet

	Topic
	Learning Objectives
	Activities/Key Points
	Length

	Intro
	NA
	· Provide the WIIFM- Currently, customers confused about final bill expectations and/or experiencing final bill shock after cancelling Home Internet, is a major driver for customer callbacks and overall increased customer and Expert effort.  This huddle will outline the easiest and most effective way that we can reduce customer and Expert effort by reducing calls to care related to cancelled Home Internet lines. 
· ASK: Why do you think so many customers are having to call back after cancelling Home Internet? (Acknowledge responses)
· SAY: That’s right, they don’t know what to expect, or the expectations that were set with them were inaccurate, so we’re getting a lot of calls over bill shock. 
· ASK: How can we reduce their efforts and the amount of callbacks we are getting about it? (Acknowledge responses) 
· TRASITION: You are right, we have got to use all of our tools and resources to set full and accurate expectations that keep things simple for our customers. Let’s take a look at our policies and process.
	1 min

	Future Date it
	· Experts will be able to position cancellation to take place at end of current cycle
· Experts will be able to locate and explain the customer advisements when cancelling a Home Internet line.


	· SAY: We know that all these expectations and having more than one doc can make things feel complicated, so we’re going to look at the docs together to identify what you need when and create a process based off of that. Let’s start our C2 journey with the same document we could use to cancel any type of line, Cancellations. 
· Have Experts access cancellations policy and follow along or watch as you show your screen. 
· SAY: We are going to follow the process for Individual lines for now, later we will circle back to point out the differences. The first step is to determine the line type, which we already know. We can scroll down to home internet.  
· Point out to Experts that we also have this same information on the Assisting Customers: T-Mobile Home Internet Doc.  Ask them to look at this section on both docs: (Step 1 on cancellations, step 3 under cancelling home internet lines on the Assisting Customers doc) and tell you what is different besides the way the information is laid out. 
· SAY:  Yes, our cancellations policy has everything we need from beginning to end for our process.  If we need additional support on return labels or in store return concerns, we can use this policy.  But for our overall process, the cancellations doc will cover it all. Keep that in mind so that you can efficiently walk thru the process. 
· ASK: What is step one providing us with? (Allow response) 
· SAY: This is our step 1 for home internet. Step 1 is the return advisory. We want to be sure to give the right steps and label delivery expectations AND  ensure they know they have 45 days to avoid a non-return fee.
· Step 2 is the Future date advisory.  This is ALL about positioning. 
· ASK: How do you position this to your customers today? And What is the impact to you if the customer does a same day cancellation? (More likely for customers to have bill confusion and call about it)
· SAY: Notice the policy does not say to ask them, it says to tell them their cancellation is future dated, and there are ways we can say this that let’s our customer know we are looking out for them and also allows us to efficiently move forward. Why not sell them on the benefits and point out the facts? For example, “Your bill for this month has already come out (is already generating, etc).  So we will set it to cancel after what you’re already paying.” for OR if by chance they’ve already paid, “I want to do you right, and I notice you’ve already paid for this month that you’re wrapping up in a week, so I will make sure the service works until then, okay.” Or “We want to make sure you get all the service you’re paying for, so it will cancel on ___.” You can take these a step further with an assumptive, Okay? Or Alright? (highlight upward vocal inflection) customers will generally move forward with you when you position the future dated cancellation date with confidence like this. Ask for a few volunteers to position a future dated cancel and give feedback as needed. Be confident-be direct- be about the customer experience and assumptively move forward. 
· BE THE EXPERT: When selling the customer on the benefits of future dated cancel, be mindful of how they receive their bill and if they have seen this bill yet. We often reference their current bill or their next bill, but to customers, their next bill is the one they have not seen yet.  Use the chart on the Bill Cycles page to easily see when paperless billing customers can view their current statement. If the customer receives their bill in the mail, use the pdf attached to the Bill Release Information  doc to determine when they should receive or have received this bill.  Make sure your customer understands what bill will have charges and what bill wont, and be clear.  For example: Today is 8/26 and my bill closes on the 10th, and I receive paperless bills, if you set up a future dated cancel for me, what is the cancellation date and when is my bill available online with those last home internet charges? “It looks like your most recent paperless bill was available on 8/14 and is due on 9/3. That will be the last bill you have for your home internet and because we don’t want to cut you short, you’ll be able to use your service until the end of this cycle, which is 9/10. We need to be aware if they have received the bill for this cycle or not and make sure we use the right words for if it has been billed but they will still see a bill in the mail or has their bill already arrived. 
· When a bill is confirmed, customers typically can view it via self help and we can see if it is confirmed in multiple places in samson:  (Brian and SMEs, do you know if Atlas reflects the same?)
· Billed Charges
· Billed Calls
· Last Bill Image
· Other Bill Images
· Usage Summary
· SAY/SHOW: One additional best practice is  Check Samson and Atlas pending charges and credits, is their bill pending and about to send? Using the docs we just mentioned, you’ll already have this covered, that’s just one quick way you can get an idea of what to expect.  
· ACTIVITY: Let’s practice what we’ve got so far, steps 1-3.  Use attached doc with scenarios to role play out loud with team. (Bryan and SMEs--if preferred, I can build this out in THRVE and have them do audio recordings the coach could later review for personalized coachings)
· SAY: If your customer hesitates or wants same day, share one more benefit that we use this billing format to prevent billing confusion and keep things simple for them.  If they still want to change the date, do not push. Move to the next step. 

	10 mins

	Advisories & Disclosures
	· Experts will be able to locate and explain the customer advisements when cancelling a Home Internet line.

	· SAY: Step 3 is basic billing advisories – As Home internet, we are all bill current so we can set the bill current expectations. If you’ve sold them on future dating, position this in a way that points back to that. “Like I said before, you’re already billed for this cycle (OR you already took care of this month) and we have this cancelling before anything new, so you will not see Home Internet charges moving forward. That means your new MRC will be ___ and that is what you will see on your next bill, the next bill will be the bill due on ___.   
· ASK: If they choose same day, what will happen on their next bill? Proration credits will apply.  We will look more at this in the final bill disclosures. At this point, just let the customer know that bc they are cancelling today, they will see the rest of this moth adjusted off and you’ll outline those details before you wrap up. 
· SAY: Step 4 is the CRITICAL disclosures. We have got to just make sure we cover these, but should we cover the ones that are not relevant? No, this creates confusion and callbacks. Once again, that provides you with some efficiency! Theres only one critical advisory! Bryan and SMEs, can you review step 5 of policy to be certain I have this correct? 
· You will no longer have access to the Home Internet App or you TMOID
· SAY: Step 5 is to make sure they are set for success with their continuing service. With Home Internet, You won’t have to worry about rate plan conflicts, but you can still make sure the account is set up for success, whether it’s a line or entire account cancelling. it is important we check for existing promos, and just make sure we are leaving the rest of their account healthy, and let them know! Verify T-Mobile ID email address for the line being cancelled is correct to prevent OTP issues in the future. Verify billing address is correct for account cancellations bc cancelled account do not have paperless billing. This step is about making sure they can reach us and we can reach them. 
. 
	3 mins

	Account Cancellations Final Bill 
	· Experts will be able to communicate final bill expectations to customers who cancel, no matter when  customer cancellation is set. 

	· SAY: Steps 6 is only for when you cancel the entire account.  Step 6 is to Set final bill impact expectations and prepare them for cancel.  First, you’ll cover their payment options and some additional advisements, steps 5 and 6 on the cancellation doc under Account cancellation cover. 
· SAY: Let’s take a look at the doc Final Bill expectations and disclosures and the Final Bill Estimator Tool . 
· SAY: Look over the doc for a moment to see if you can tell what is for Home Internet and what is not.  Give Epxerts a moment to read thru and then allow them to share. 
· SAY: You’ll cover the customer advisements relevant to Home Internet from this doc which are: (Bryan and SMEs I removed what I recall you mentioning, did I miss anything)
· Date the account will cancel and expected final bill due date.
· You are responsible for all charges through the end of your billing cycle
· Once you pay your final bill, they will receive a revised final bill showing a $0 balance.
· Final bill amounts will be paid through AutoPay if set up, you must cancel AutoPay if you don't want this method of payment for your final bill.
·  LTE Wi-Fi Gateways must be returned, or you will be charged a non-return fee of up to $500, if applicable.
· Deposits paid upon activation will be applied to your account balance, if you still have a credit left on your account 30 days after your final bill a refund will be automatically issued.
· Regardless of billing method, you will receive your last bill in the mail.
· And if midcycle cancellation: You will receive a prorated bill with all usage through the cancellation date, if cancelling mid-cycle
· SAY: Bryan and SMEs can you check this is accurate as well? You’ll Remind them of Bill current expectations and the details both listed at the top of the doc. And the buyers remorse information if appliable. You wont cover port outs or EIP. 
· SAY: In a moment, we’ll check out the estimator tool 
· SAY: Step 8 is to cancel, leave memos and assure.  Make sure we input everything correct here, otherwise the work we put into our delivery won’t do any good. You’ve covered a lot with the customer.  Assure the customer of the key points of what to expect with their bill and when and that everything is set up.  (Bryan and SMEs, do you have any key thing you want them to be certain to recap here? AND is there any self help? I thought maybe something for customers who still have service with us….but I am not sure what, do you have any thoughts on things to recap or self help?)
	6 mins

	Positioning Practice
	· Experts will be able to communicate final bill expectations to customers who cancel, no matter when  customer cancellation is set. 
· Experts will be able to position cancellation to take place at end of current cycle
· Experts will be able to put the final bill estimator to use in order to set accurate expectations.
· Experts will be able to locate and explain the customer advisements when cancelling a Home Internet line.

	· SAY: We’ve covered a lot, now let’s practice! 
· ACTIVITY: Run Role plays with the team: in paired partner practice, audio practice in THRIVE, outloud as a team,  Choose what works best for your team. The scenarios will provide both full account and individual line cancellations (or SMEs do you have a preference?)

	10 mins



	Timeline for Deliverable Development

	Milestones

	Task
	Start
	Finish

	
	Needs Assessment
	8/25
	8/26

	
	Initial Training Plan 
	8/26
	8/27

	
	Project Team Reviews & Approves Detailed Training Plan
	8/27
	9/3

	
	Initial Draft of new huddles Version 1 and 2 with scenarios and job aid
	9/8
	9/9

	
	Laura out of office PTO 
	8/28
	9/7

	
	Project team review and provide feedback on initial draft
	9/9
	9/13

	
	Implement feedback/final changes
	9/13
	9/14

	[bookmark: _Hlk517444364]
	Send to legal for approval
	9/14
	9/17

	
	Trainer the Trainer
	9/15
	9/16

	
	Training Dates
	TBD
	TBD

	
	Launch Date
	TBD



	Evaluation 

	How will success be measured?
	Decrease in callbacks over bill shock after cancellation.  For overall huddle series, reduce cancellations





	Team Members  

	Approvers & Reviewers
	Bryan Piard, Sr Customer Experience Manager
Alex Gonzalez, Business Operations Manager
Michal Cleetus, Sr Manager
Brandon Wages, CEM
Terilyn Hernandez, Customer Experience Senior Manager
Sam Nixon, CEM
David Ury, Senior Customer Loyalty Manager


	Learning & Development
	Laura Anson, Instructional Designer 
Liah Manino, Senior Program Manager
Stephanie Cruz, Senior Manager
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