Facilitation Guide: Call Center Training: De-escalation Techniques
Target Audience: The target audience for this training is any Community Connections employee who works with upset or angry customers.

Learning Objectives:
Terminal Learning Objective:
The learners will be able to:
e Apply the LADDER framework effectively

Enabling Learning Objectives:
The learners will:
e Identify common triggers for escalation in customer interactions.
e Practice using the LADDER framework strategy to use when managing difficult customers

Training Purpose:

The purpose of this training is to support Community Connections employees by providing skills and tools that can be used as they seek to help
difficult customers. By providing a sequential framework for call center employees, they will be able to develop a solution to the issues that
employees face with the various customers that they communicate with on a regular basis. Community Connections will continue to support
employee empowerment with this training, by providing a structure for employees to use when assisting customers, thereby supporting
company goals. Effectiveness of this training will be measured by a customer survey to be administered approximately 3 months post training,
reflecting Kirkpatrick's Level Three evaluation. The Community Connections goal is to increase customer satisfaction surveys with at least a 10%
increase in the Customer Support Solutions category.

Materials / Equipment:
e Computer with internet access for ILT (Can also be adjust to VILT)
PowerPoint Presentation slides
Handouts or digital resources on LADDER framework
Videos
Interactive scenarios
Assessment
Virtual collaboration tools
Facilitator guide
Design Document

Total Time:
e Approximately 40 minutes.
Link to LADDER framework: LADDER job aid



https://www.canva.com/design/DAGb8cUjcCo/AgnyQD7v5XdvyIn9t3_XYA/edit?utm_content=DAGb8cUjcCo&utm_campaign=designshare&utm_medium=link2&utm_source=sharebutton

Link to Presentation Slide Deck: Call Center de-escalation Training (2).pptx

Producer: Actions
Pre-Work
1. Check cameras, internet, recording check, and test out all tech equipment.
2. Verify a stable and strong internet connection.
3. If Virtual, adjust settings on Teams/Zoom - participants can type in chat, mute participants when entering,
test breakout rooms
4. Ensure that links to Mentimeter activity are shareable for participants
5. Ensure that all videos function as intended, including volume levels.
6. Allow facilitator and producer host/co-host permissions.
7. Review PowerPoint slides prior to training.
Notes

e Slides 3-5 are the Ist Mentimeter activity
e Slides 12-13 are the 2nd Mentimeter activity

Facilitator: Actions

Pre-Work
Prepare by doing these steps:

e Review the PowerPoint slides and enter your personal information.

Check the attendance/enroliments

Test the PowerPoint, and Teams links

Check functionality of video on slide 13.

Ensure all materials are accessible in the virtual environment, test out the files.

Read the Facilitator Guide and have it open on the desktop

On slide 1and last slide - Type your name, credentials and 3 professional facts about yourself.
On slide 8 - Add any additional training rules, break times, and other organizational rules
Create in person groups or breakout groups for Practice activity on slides 25-30 that include one person from
each type of role they play in the organization. (up to 4 total)

e Ensure the link to the assessment is accessible to all live participants.

Notes



https://1drv.ms/p/c/32001bf22ac3d4a1/Eb7w5UlTYbBIuMeZepX-764BtBaPxDIlAykKJObtXqUcDA?e=4taSMD

e Thistraining is intended to be approximately 40 minutes. Timing varies based on interactions, input, and
questions. Breaks are not scheduled, so adjust to match audience needs.

Training Outline

Slide(s) Approx. Time Topic / Activity

Slides 1-8 6 minutes Introduction, agenda, learning objective, housekeeping
Slides 9-14 7 minutes Review of customer escalation triggers, engagement activity
Slides 15-23 8 minutes LADDER framework explanation

Slides 24-30 12 minutes Practice LADDER model with scenario, in groups

Slides 31-36 6+ minutes Wrap-up, Q & A, summary assessment, thank you

Total Time

40 minutes

Detailed Guide

Slide Details

Slide Thumbnail

Facilitator Notes

Producer Notes

Slide 1 ( until
presentation
begins - 1 min)

CALL CENTER
TRAINING

De-Escalation for
Challenging
Customers

Community Connections

DO:
e Display slide as participants
arrive
e Turn onyour camera

e “We will begin when everyone is
here and ready to go. *

DO:
Enable chat settings to all
participants

Adjust settings so that all
participants are muted
when they enter.

Record attendance so that
you can align breakout
group assignments with
those present. Adjust as




necessary to meet
breakout group
requirements.

Slide 2 ( 0.5 min) S / i SAY: DO:
e e = e “Welcome Community o
Connections center training. Today
\ Wel we will learn a framework to help
4 NEE N de-escalate challenging customer
oday we will learn a Call Center Training interactions.
method to help e Remind learners that the session
effectively manage will be recorded and will be
eiellsneie Weset S en A available for their review
customers. . .
[z e Inform learners to type questions in
the chat
Slide 3 (1 min) SAY: DO:

/

If you could
only eat ONE
type of food
for the rest of
your life,
what would
it be?

Respond by clicking
on the link or open
the QR Code.

“If you could only eat one type of
food the rest of your life, what
would it be?

Once you click the link, you will be
asked for a code. Enter

Once everyone responds to the
guestion, a word cloud will be
created with the answers.

Make sure you hit submit at the
bottom after entering your answer.
Once you submit, return back here
so we can discuss.

You will have 30 seconds, starting

Nnow.

e Provide the presenter
with the accurate link for
the mentimeter activity

® Put activity link into chat:
https://www.menti.c
om/alxn2uyagcgg

e Provide participants with
a 30 second count down
timer.

Click the Mentimeter link to
open the Word Cloud so they
can see the answers update
in real time.




Slide 4 (1 min) | DO: DO:
If you could only eat ONE type of food for e Highlight key words and trends in e Help monitor chat
the rest of your life, what would it be? responses. . Help learners access to
7 oNEpe ot erotvte o activity
Slide 5 ( 0.5 min) DO: DO:
| e The words or themes that appear e Close activity link
ihe restof your e, what would 1 bo? frequently as participants respond when activity ends.
o to activity.
o coukdon oot ONEype o oo o th st fvourf,what wou b7 e Asyou highlight key words/trends,
engage with audience and get a
feel for the dynamics. Be mindful of
responses to get a feel for the
audience components.
Slide 6 ( 0.5 min W L&/ NN N DO: DO:
) e Read the objective on the slide. e Click so that animation

‘What you will learn:
Training Objective

To effectively resolve issues with challenging
customers, you will be able to:

Apply the LADDER framework.

e Ask if there are any questions
about the objective.

matches as facilitator
reads each statement.




Slide 7 (1 min) A IR L LANN T s SAY:
Agenda: e “Thisisthe map of our plan to
ORI reach the learning goals for this
training”.
) Infroductions DO:
Common triggers for challenging customer escalation ° Read eaCh Statement/pa rt Of the
HADDER framework agenda to the participants
Effective application of LADDER
Wrap up, Q & A, assessment
Slide 8 (0.5 min) SAY:
£ NN N e ‘Let's review expectations for DO: Help monitor chat if
Housekesping: Respecting our learning time.” guestions arise.
Overviom e Read the bullet points aloud.
Sellr:zﬁ'e things that distract, such as cell phones and DO:
2?;22‘;:’;2‘;?“’ on e Ask ifthere are any questions
Participate in activities, discussions, chats, and L Add a ny additional house keeping
ﬁi?’;ii!ii”ﬂieqks items you would like to include.
e There are no breaks scheduled, but
L] adjust as necessary.
Slide 9 (0.5 min) SAY:
e Read the directions on the screen

Common
Triggers

Let’s revisit things that may
cause customers to be upset
or challenging to help.

to help participants begin thinking
about common triggers that may
add to challenging customer
interactions.




Slide 10 (1.5 min)

What things cause customer frustration?

What do you think triggers this to occur?

7/ Add your ideas to the chat.

Share out thoughts. . . .

SAY:
e Please add your ideas and
thoughts to the chat.

DO:
After 15 seconds, begin reading the
chat comments and summarizing
thoughts. (Validate participation)

DO:

Help monitor chat for trends.

Slide 11 (1 min)

LA T/ /BN YN XN

/Common Triggers:

What are some causes of emotional escalation?

Unmet expectations
Lack of clarity
Emotional frustration
Inefficient operations
Lack of plan or options

SAY:
e “What causes emotional
escalations?”

DO:
e Read each prompt as it appears on
the screen. Validate if similar to
what was shared in the chat.

DO:
e Support with
advancing bullet
points if needed.

Slide 12 (1-2 min)
Poll or
mentimeter

What percent of challenging customer
interactions do you think can be resolved with
effective communication and problem solution?

! 50% | 65%

/0% | 90%

DO:
e Read the question prompt on the
screen.
e Share the answer after the poll
closes. (90%)

DO:
e Prepare a poll with the
following values: 50%,
65%, 70%, 90%.
e Open poll as slide 12

appears.

e Close poll after 30
seconds.

e Oruse

mentimeter:https:/Avww.
menti.com/albyix3blp2e

o  https//www.mentimeter.co
m/app/presentation/alh204
mwco87s9qgjigutpbry8rg22p
mo/edit?source=share-mod
al




DO:

)

Let’'s change this . . .

To a positive mindset!

may have to a positive mindset”
(timed with slide interaction.)

S"de 13 (1 min ) What percent of challenging customer DO:
interactions do you think can be resolved with e Read the bar chart and summarize e Presentthe
effective communication and problem solution? the participant answers. mentimeter
presentation slide.
e Or use poll results
50% || 65%
/0% || 90%
Slide 14 (0.5 min SAY: DO:
e ‘“Let'schange any frustration we e Stopvideo after 5

seconds.

Slide 15 (0.5 min)

—

LADDER {
Framework

Let's learn the steps to take to
de-escalate challenging
customer interactions.

“Let’s learn the steps to take
when de-escalating
challenging customer
interactions.”




Slide 16 (1 min)

LADDER framework

E\A\S

LADDER:

h posiive note,

Steps to Customer
Satisfaction

/_’ ® o

| Reliver solutions 7@3 ot

~ = o -

Read each description under the
Step/icon

Read thru the words in the graphic
(Listen, Acknowledge, De-escalate,
Deliver solutions, Explain, Reassure)
Expand on each topic as you feel
comfortable and relate back to
Community Connections customer
service goals

DO:

Slide 17 (1 min)

LADDER framework

Give the customer your full attention. |

Remain quiet. ‘

Allow the customer to vent. ‘

AN

Listen

Read each description under the
Step/icon

Read thru the words in the graphic
(Listen, Acknowledge, De-escalate,
Deliver solutions, Explain, Reassure)
Expand on each topic as you feel
comfortable and relate back to
Community Connections customer
service goals

Slide 18 (1 min)

LADDER framework

Acknowledge [b ‘

Restate customer feelings.

Step 2:

Do not agree or disagree with customer.

\\

Acknowledge

Read each description under the
Step/icon

Read thru the words in the graphic
(Listen, Acknowledge, De-escalate,
Deliver solutions, Explain, Reassure)
Expand on each topic as you feel
comfortable and relate back to
Community Connections customer
service goals

DO:




Slide 19 (1 min)

o0 %

LADDER framework

Use calm language.

Keep tone neutral o maintain empathy.

De-escalate

B R

| S

Read each description under the
Step/icon

Read thru the words in the graphic
(Listen, Acknowledge, De-escalate,
Deliver solutions, Explain, Reassure)
Expand on each topic as you feel
comfortable and relate back to
Community Connections customer
service goals

DO:

Slide 20 (1 min)

LADDER framework

Deliver solutions -:@:-

Offer steps they can take to resolve. ‘

Step 4:

suggest other options that customers
have available. (Use knowledge articles.)

Deliver

W

Read each description under the
Step/icon

Read thru the words in the graphic
(Listen, Acknowledge, De-escalate,
Deliver solutions, Explain, Reassure)
Expand on each topic as you feel
comfortable and relate back to
Community Connections customer
service goals

DO:

Slide 21 (1 min)

LADDER framework

Restate what happened. |

Clarify next steps. ‘

A\N

Read each description under the
Step/icon

Read thru the words in the graphic
(Listen, Acknowledge, De-escalate,
Deliver solutions, Explain, Reassure)
Expand on each topic as you feel
comfortable and relate back to
Community Connections customer
service goals

DO:

10



Slide 22 (1 min) SAY: DO:
LADDER framework e Read each description under the °
Step/icon
oot ®
DO:
Enc wi T — ‘ e Read thru the words in the graphic
(Listen, Acknowledge, De-escalate,
Thank the customer for their help. ‘ De”VGr SO|UtiOhS, EXplain, ReaSSU re)
e Expand on each topic as you feel
comfortable and relate back to
- feassure Community Connections customer
service goals.
Slide 23 (1 min) SAY: DO:
I—ADDER e “What questions do you have? °
Questions? e Isthere anything that you would
. =2 B
%\DD‘E? t - ~ appreciate clarification on
Satisfaction (/“ ‘ - DO:
e @
"'n f & e Answer any questions.
=
=S~ ©:
® o g
Slide 24 (0.5 DO: DO:
min) e Read the text on the slide o
f
’ Practice Let's practice the LADDER

framework.

'Y,

11




Slide 25 (1 min) el £ E/ZZ NS NN SAY: DO:
Witk fegETher e Read each step/part of the e Open breakout rooms.
Details expectations for working together
Time: 3 minutes DO:
Equal voices (everyone contribute) °
LADDER framework
Teams: Breakout rooms or In-person.
Be prepared to share out.
Slide 26 (3 min) SAY: DO:
scenario 1 e Read the scenario and directions e Display countdown
e e o o ey e e aloud to the group. timer 3 minutes, to
appears very frustrated and is raising his voice. start once pa rtiCipa nts
e B e i chaeneimg ot Xk are in rooms.
_ e Ask if anyone has a question about
‘. the task.
o e Remind them that they will have 3
. minutes.
slide27(2min) ||| et's share our ideas! SAV: . Do:
et's share ideas. What parts or °
‘AppreoicﬁeZoravolunfeers to share. ‘ ideas dld yOU diSCUSS
DO:
v e Align responses to the LADDER
o: framework
. e Adjust timing based on
v | responses/discussion.
A\ R\ =

12




Slide 28 (0.5 min Working fogether = excellence! SAY:
) e “Thank you for digging into the
practice together. Let's
continue.”
Slide 29 (3 min) Scenaric 2 SAY: DO:
mr calls about a billing error. They are 4 Read the Scenario and direCtionS 1
irate and threatening to cancel their account. a |0Ud tO the g rou p
Walk through the LADDER frumewqu and identify
each step to support this challenging customer: DO:
. e Ask if anyone has a question about
o the task.
o e Remind them that they will have 1
o minute.
Slide 30 (2 min) lels dh id | SAY: DO:
€1 s share our Igeas: e Let'sshare ideas. What parts or °
‘Apprecioie2or3volun1eers to share. ‘ ideas did you discuss
DO:
N e Align responses to the LADDER
b: framework
. e Adjust timing based on

RANY

responses/discussion.

13



Slide 31 (1 min) WK/ VBNNE XN SAY: DO:
Wrap-up ° Le’F S wWrap up our Iearm,ng with a °
What have we just learned? qU|Ck reCap Of What weve
| accomplished.
) Common triggers for challenging customer escalation
LADDER framework
Effective application (practice) of LADDER
Slide 32 (1 min) LW/ VBN XN SAY: DO:
e “What questions do you have? e Monitor responses for
Q&A . ; . i
T ——— Pleasg raise your hanpl if therg is the facilitator
anything you would like clarified.”
¢ M| DO:
\ f”* e Respond/answer any questions
k-_ \é) e Adjust timing as needed.
[EY
(==
Slide 33 (1 min) SAY: DO:
Assessment e “Inorder to help us all improve and .
| fulfill the mission of Community
| |~ Unlimited fime fo complefe Connections, we would appreciate
You may use your notes fl t h t have
If you need assistance, please ask! your reriection on what we
Zubmif your response when you are |ea rned tOd ay."
o e Read the assessment details on the
Thank you! slide
DO:
e Remind participants that they can

begin shortly and take as much
time as needed to complete.

14




Slide 34 (1 min)
Option 1

Assessment: Fillin the provided document with
your responses for the following situation.
The customer insists that they provided allrequired documents. They want to

talk lo your supervisor o complain, saying that you are nol capable of
helping correctly.

Walk through the LADDER framework and identify each step or thought
process you would take to support this challenging customer:

~»>»o0o0m=

SAY:

Read the directions/scenario
aloud.

DO:

Share link to
document for
participants to
complete the
assessment. Make
sure it is shared to
the organization as
well (for collection).

Slide 35 (1 min)
Option 2

Assessment: tiin e provided document with your

responses for the following situation.

As an employee at Community Connections, how can you use
the LADDER framework to support our mission and the work we do
as we inferact with others?

Explain one “take away" from the LADDER that reflects the value
you bring to the team.

~>»o0o0m=m

SAY:

Read the directions/scenario
aloud.

DO:

Share link to
document for
participants to
complete the
assessment. Make
sure it is shared to
the organization as
well (for collection).

Slide 36 (1 min)

De-escalation

Customer Service Training

Thank you for
participating!

Presenter: Terri Avink

Terriavink.id@gmail.com

SAY:

Briefly thank them for participating
and share your contact
information.

DO:

When the facilitator
is done with this
slide, return to
previous slide.

Close meeting when
all participants have
submitted
assessment.

15



