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 COMPLETING THE SALE                       

	Training Plan Summary   

	Overview & Business Objectives 
	Provide a training workshop that redips on personalized offers and follows through with dedicated focuses on 3 major opportunities to improve sales:

1. Offering accessories and protection with orders
2. Overcoming hesitations
3. Onboarding the customer


	Dark Project 
	☐Yes     ☒No
	Project SharePoint
	

	Business Metrics 
	Increased Revenue, reduce callbacks and customer effort-FCR, reduce cancellations, improve NPS, reduce call times

	Audience 
	Telesales Experts , with training designed ot be flexibly used in multiple LOBs

	Key Dates 

	Training Start Date
	Launch Date 

	
	8/24
	TBD- planned before 2021 Iphone Launch



	Learning Solution 

	Learning Solution
	Five part workshop learning solution:
1. Making Personalized Offers:Revisit the Basics 15 minute huddle
2. Adding Accessories and Protection 15 minute huddle
3. Overcome Hesitations 15 minute huddle
4. Onboarding 15 minute huddle
5. From Beginning to End Sales Certification- Wrap up 15-20 minute
Project work will include building four 15-minute huddle guides, one 1x1 Coaching Guide with Certification Form, build your own cheat sheet job aid, Three points of protection and sales best practices job aid. 

	Overall Learning Goal
	Learners will be able to demonstrate personalized sales offers from beginning to end of process with focus on: Protection services and accessories, proactively overcoming hesitations and complete onboarding. 

	Learning Objectives
	By the end of each program, learners will be able to:
· Identify and demonstrate Expert knowledge of AAL and activation products and services 
· Position features and benefits of our offerings
· Ask effective discovery questions to  get to know your customer
· Identify hesitations and ways to overcome them before and after they are mentioned
· List what to include to onboard your customer in full and create positioning statements

	
Deliverables
	☐eLearning 
☐Instructor-led Training (Virtual)
☒Coach-led Huddle
	☐Cornerstone Knowledge Assessment
☐Video
☒THRIVE 

	Risk
	There was risk of too much time offline, so this is designed to be ran as huddles. 


	Scope of Work

	Module 
	Learning Objectives for New Modules
	Activities/Key Points for New Modules

	Making Personalized offers:Revisiting Offer Basics
	· Identify AAL and activation options we have available to offer to customers
· Summarize what to review in a visual audit in order to get to know your customer
· Demonstrate Products, Services and Promos with features and benefits. 
· Ask effective discovery questions to determine what matters to customer 
	3 mins Long list all the AAL and activation options we have: 
List out AAL options as a team. As you create the list, take a moment to have Experts share the benefits of each, ensuring everyone understands how our customers can benefit from them.  Ask learners to share reply verbally and in a Slack chat threads.  Create separate threads so that Experts can respond with benefits to each 
AAL options to consider
Voice lines
Tablets
Watches/Wearables
Sync Up Drive 
Sync Up Pets
Data w/ Paired digits  (1 number, multiple devices)
Digits Talk & Text (1 device, addiotnal number)
Linelink unlimited w/digits
Hotspot
Home Internet 

In your THRIVE course, you’ll notice we’ve provided you with a cheat sheet that we are going to build together through out these workshops, so save it to your computer.  As we go through llisting, make sure to fill out the offers and benefits box.

7 mins Small Groups: Brainstormng with your teammates to
1. Start by creating a list of questions you could ask a customer to discover more about them, find out what matters most and make a personalized offer.  
2. Then list out where you would look in your systems and why for yor VA. 
3. Now, review your questions and VA and create an offer with features and benefits and upfront expectations. 
5 mins Groups present their questions, systems where to look and offer. 
BEST PRACTICE: This is all on the cheet sheet, so that your team can easily share amongst each other, have them type everything out into your team chat. 

	Adding Accessories and Protection
	· Demonstrate ability to position features and benefits of Protection Services 
· Summarize accessory options 
· Compare and explain different accessory options available in customer friendly terms
	3 mins share insights data: In a recent Iphone Launch study, 70% of Experts made an accessory offer! Let’s maintain that same excitement consistently in our interactions.  In another recent study, 4 out of 21 experts did not set the expectation that the device would not come with earbuds and a charging box.  And only 31% made an accessy offer. These are missed opportunities.  However, 61% of customers did accept the protection 360 we offere, 41 of 62 made the offer! This shows that when we follow through with confidence, we do it well! Lets research and practice to gain confidence in more areas! 

3 mins Ask learners to position features and benefits of protection services. 
3 Min Ask them to summarize accessory sales options, bonus points for any accessory promos!
Have learners learning from each other, using space in THRIVE for notes. 
VIRTUAL TIP: Ask learners to put answers in chat as well as THRIVE

3 mins Discuss 3 points of Protection job aid and call on a few learners to try it for the group. 

3 mins debrief callng on a few learners to share positioning of an accessory of their choice. 

	Overcoming Hesitations
	· List common hesitations customers will have and ways to respond to them
· List additional discovery questions to further get to know your customer 
· Identify and Implement ways to address customer hesitations reactively and proactively 
	1 min Remind team that the more questions we ask (practiced in first lesson) the better we can know our customer, this helps us prevent customer hesitations by addressing them before they occur. 
3 mins Share: In a recent study, 71% of customers backed out during the order process.  12% of those wanted to think about it more.  

Did you know missed expectations and failing to overcome hesitations can lead to a cancellation? In a recent study, 65% of the interactions, customers were not offered assistance in completing their e-signature.  75% of interactions customers were not advised their card would not charge until the device shipped.  Fact is, e-signature frustration and fears of credit card decline are increasingly creating more and more cancellations. 

5 mins Create list as a team of common hesitations and ways to overcome them, this includes context clues that point towards possible hesitations. Remember the 3 ponts protection, it is a great example of proactively addressing  a hesitation.  
VIRTUAL TIP: If working virtually, ask learners to share answers in the team chat. 

2 mins List out any additional discovery questions you might ask your customer at this time and why you would ask them. 
VIRTUAL TIP: If working virtually, ask learners to share answers in the team chat. 

5 Mins DIY Answer questions in THRIVE which will ultimately be used on their sales cheat sheet. 

	Next steps and Onboarding
	· Create list of what expectations to set to fully onboard a customer
· Explain Trade in Process
· Explain how promotional credits will apply
· Provide accurate shipping, communications  and billing expectations
· Explain E-signature acceptance process and demostrate how to confirm signature during the interaction. 
· Define self service options available and benefits of using them
· Practice positioning of next steps/what to expect and how a customer can start using new device or service—Tell them to use it
	4 mins to share data insights: In a recent Quality study, 79% of Experts demonstrated awareness of our UC offers.  In a study from last years iphone launch, 93% Experts demonstrated knowledge and accuracy towards pricing and promos and 85% demonstrated accuracy on shipping.  We are capapble of amazing things! Here is sme data that might surprise you,  Most experts set expectations about the e-signature and order confirmation emails, but orders thru DASH can receive up to 7 email notifications.  Customers found the email communications confusing with checking order status and understanding the Service agreement. There is an ongoing pain point that customers lack trust because documentation does not align with phone conversation. Feedback shows in NPS survey. 
In a recent HINT Study: 
the top things missed during onboarding on HINT promo related calls: 
· 70 of 106 Missed Self Help 
· 50 of 106 Missed Device trade in steps and eligibility
· 41 of 106 Missed Accurate Shipping Expectations

7 mins Work in groups to research C2 Docs
New Customer Onboarding, port in requests, Ship to delivery time and shipping fees.  Pre-order backourder support, Ship to order status and tracking, Trade ins, e-signature, order notifications, port requests
to answer THRIVE questions to cover full expectations of the complete onboard: (encourage learners to bookmark sites as needed.

Close the deal with onboarding and next steps using the space in THRIVE. Things to consider in onboarding and next steps: 
port requests, trade in process, new device set up/swap, promo credit and billing expectations, shipping and communication expectations, E-signature, reminder of self service options, tell them how to start using it (something they can look forward to)
THRIVE free response for writing out onboarding statements.

4 mins Share onboarding statements as a group

	From Beginning to End- Wrap up
	· Complete Build Your Own cheat sheet 
· Practices sales offers from beginning to end: Get to know customer by listeing and asking discovery questions, proactively offer an AAL, overcome hesitation or address it before it happens, 
	This section is to be completed in a 1x1 session. 

· Initially Coach will allow 8-10 minutes for the Expert to fill out their sales cheat sheet using the answers they put in each THRIVE Lesson. 
· Coach will role play with Expert and provide feedback and discuss with Experts any concerns they may have. 
· Experts will be sales certified in this coaching by implementing the sales flow effectively in a role play with their Coach. 
· If unable to certify, Coach may provide a corresponding action plan and then Experts have the opportunity to certify from live calls.  

Role Play will include: 
· Get to know customer by listening and asking discovery questions
· Proactively offer an AAL or Activation setting clear expectations for no surprises later
· Overcome hesitation or address it before it happens Once customer accepts AAL, offer accessories & protection services (consider using 3 points of protection job aid for proactively overcoming protection hesitations- 3 points protection is not required to certify, but Expert must make some attempt to overcome hesitations)
· Set clear expectations of next steps and complete onboarding getting your customer to use the new product and/or service. 




	Timeline for Deliverable Development

	Milestones

	Task
	Start
	Finish

	
	Needs Assessment
	7/9
	7/15

	
	Initial Training Plan 
	7/16
	7/18

	
	Project Team Reviews & Approves Training Plan
	7/18
	7/19

	
	Initial Draft Revisiting Offer Basics 
	7/20
	7/21

	
	Initial Draft Adding Accessories and Protection
	7/22
	7/23

	
	Initial Draft Overcome Hesitations 
	7/26
	7/27

	
	Initial Draft Next Steps & Onboarding / Wrap up
	7/27
	7/28

	
	Initial Draft  Job Aids 
	7/28
	7/29
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	Project Team, SME,Legal Reviews & Approvals
	7/27
	8/3

	
	Revisiting Offer Basics
	7/27
	7/28

	
	Adding Accessories and Protection
	7/28
	7/29

	
	Overcome Hesitations 
	7/29
	7/30

	
	Next Steps & Onboarding / Wrap up 
	7/30
	8/2

	
	Job aids + T3 Deck
	8/2
	8/3

	
	Implement Feedback/Make Final Changes
	8/3
	8/10

	
	Revisiting Offer Basics
	8/3
	8/3

	
	Adding Accessories and Protection / Overcome Hesitations
	8/4
	8/5

	
	Next Steps & Onboarding / Wrap up
	8/5
	8/6

	
	Job aids +T3 Deck
	8/9
	8/10

	
	Final Project Team Reviews & Approvals
	8/10
	

	
	Revisiting Offer Basics
	8/10
	8/11

	
	Adding Accessories and Protection / Overcome Hesitations
	8/11
	8/12

	
	Next Steps & Onboarding / Wrap up
	8/12
	8/13

	
	Job aids +T3 Deck
	
	

	
	Test and publish content
	8/3
	8/13

	
	T3 (1 day for T3, 1 day for Q&A)
	8/16
	8/17

	
	Training Start Date
	8/24
	


	Evaluation 

	How will success be measured?
	-THRIVE questions can be reviewed in reporting 
-Experts should have a cheat sheet created, Coachs may review these as well
-Coach to complete certification process for sales on individual basis for a hands on evaluation
Experts must complete the following in a role play or lve call: 
· Get to know customer by listening and asking discovery questions
· Proactively offer an AAL or Activation setting clear expectations for no surprises later
· Overcome hesitation or address it before it happens
· Once customer accepts AAL or activation, offer accessories & protection services (consider using 3 points of protection job aid for proactively overcoming protection hesitations- 3 points protection is not required to certify, but Expert must make some attempt to overcome hesitations) Set clear expectations of next steps and
· Complete onboarding getting your customer to use the new product and/or service.




	Team Members  

	Approvers & Reviewers
	Liah Manino, Senior Program Manager, Telesales
Daniel Doerschel, Director, Global Care Operations
Chelsea Hill, Customer Experience Manager
David Solano, Sr. Manager, Global Care Management
Chanel Shiraishi, Learning & Development Performance Manager
LaKisha Wooten, Business Operations Manager, Global Care
Elizabeth Lee, Sr Corporate Counsel 
Liah Manino, Sr. Project Manager, Global Care
Timmi Ferry, Coordinator, Logistics 
Kat Rowley, Trainer, Care

	Learning & Development
	Stephanie Cruz, Sr Manager, Learning & Development
Liah Manino, Sr. Program Manager
Laura Anson, Interim Instructional Designer
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