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TODAY’S
The focus today will be:

• Our team

• Our challenges

• Our vision

• Our approach

• Our results

• Our next steps

AGENDA
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Our Team

WHO WE ARE

  

LEDIA 
DILO

VP - Head of 
Global 

Customer Care

  

TRICIA 
OLIVEIRA

SR. Manager - 
Customer Care 

Programs, 
Training & 
Knowledge

  

BRYAN
ACKER

DIR – Learning 
Services



CHALLENGESOUR CHALLENGES
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Why we had to change

OUR 
CHALLENGES

GLOBAL TRENDS PRODUCT COMPLEXITY SCALABILITY & AGILITY

COVID-19 forced us to move to a 
virtual delivery model that made our 
PowerPoint driven approach out of date 
and unsustainable.

In parallel, global attrition increased 
which put our workforce at risk and 
forced us backfill and upskill faster than 
ever before.

Our products and services became 
more complex, and so did our 
Operation requirements. 

Our customers needed more support to 
troubleshoot devices that now 
leveraged smartphone applications and 
Wi-Fi connectivity.

Our customer base expanded and 
evolved. We needed to provide rapidly 
changing agent & customer facing 
content in multiple languages.

Our customer also wanted to be able to 
solve their own problems, and when 
they couldn’t, they expected an 
experienced troubleshooting expert to 
support them.
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Building content in an agile environment

OUR 
CHALLENGES

GTM & 
DTC INITIATIVES

REGULAR APP RELEASES & 
FIRMWARE UPDATES

CONTINUOUS
IMPROVEMENTS

Global product launches require 
content and training to be developed, 
translated and published in preparation 
for launch.

Initiatives like Robot Trade-in and OMS 
systems updates means turning 
content around quickly for contact 
centers and customers.

It is critical to keep up with updates that 
will improve customer experience.  

App and firmware updates happen 
every couple of weeks require the team 
learn and develop content for new 
features and bug fixes.

Feedback from our customers, social 
media outlets, and agents get fed back 
to Quality engineers and Digital 
Product Owners.

The roadmap of improvements are 
regularly incorporated into our 
knowledge content library and training.
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NEW HIRES300+

LANGUAGES27

CUSTOMERS18M+



VISIONOUR VISION
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OUR 
VISION

• PowerPoint driven

• Inconsistent use of LMS

• Hard to measure impact & effectiveness

• Increased attrition

• Lack of measurement of content efficacy

Improving our onboarding through 
targeted content & technology 
HISTORICAL STATE

• Introduction of more self-directed eLearnings and 
modular approach

• Focus on KB improvements for customers & 
agents

• Empower our regional support to suggest 
solutions

• Training analysis and restructure aligned to our 
critical KPIs

CURRENT STATE
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Supporting our new audience

• Must have for agents & 
customers

• Supports self-service & 
call deflection

• Allows for In-App 
proactive messaging

• Supports increased 
language requirements

KNOWLEDGE BASE

• Decrease OTP time

• Easier digestion of 
complex topics

• Iterative, agile 
development model to 
support rapid change

MICROLEARNINGS

• Foundational & 
measurable

• Long form overview

• Supports system & 
product learning

eLEARNING

• Efficiencies in delivery 
allow for more hands-on 
practice 

• Techs & agents can do 
full tear-down & rebuild 
on robots

• Experiential learning to 
drive empathy and 
confidence

HANDS-ON
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• Anchored by customer / agent KB 

• Self-directed learning journeys supported by hands-on 
activities & augmented through technology

• Personalization based on performance gaps, regional 
requirements & role

• Learning content created to support launches but 
designed to achieve KPIs

If the impact of training can’t be measured, it 
shouldn’t be built.

Future State

Continuous improvement through stakeholder 
engagement

INTAKE
•iRobot stakeholders
•Customers
•Agents

PROCESS & 
GROOM
•JIRA
•LOE
•Prioritize

IN 
DEVELOPMENT
•Knowledge
•eLearning
•Messaging / Awareness

DELIVERY
•Publishing
•Feedback

MEASURE
•Assess efficacy
•Incorporate feedback



APPROACHOUR APPROACH
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• Learn from our vendors through 
proactive feedback regarding 
training, kb and results

• Shared vision for success to 
gain consensus and 
commitment

GLOBAL FEEDBACK

Shared vision, shared accountability, shared 
commitment = shared success

• Tailor training and KB to 
support local demands (i.e., 
skills, languages, LOBs)

• Empower local sites to 
experiment to achieve and 
exceed KPIs

LOCAL AUTOMONY

• Include our vendors in strategic 
planning to maximize scale and 
capabilities

• Partner with vendors to 
introduce automation and 
technology to augment our CX 
strategy

“MORE THAN HUMAN”

Leveraging our global partners
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RESPONSIBILITIES

Instructional Design
KB Maintenance
Video Development

RESPONSIBILITIES

Product / Process Knowledge
Roadmap / Strategy

Prioritization

Increasing capacity & capabilities

2 Content 
Owners

1 KB
2 SME

2 KB

2 IDD

2 Video 
Dev

Partnering with TELUS allowed us to maximize our capacity. Our product experts could focus on impact, innovation & strategic vision 
and offshore development, PM, and task-based work to our partners. 

By flexing up and down, we could manage demand without headcount implications or needing to hire for short-term capability gaps.
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• 11,465 KB articles 

• Supported (3) regions

• Prioritized content developed 
based on product launch, tool 
deployment & agents or 
customer needs

KB 

The TELUS team supported the migration of content 
into our new KB, created training for new products & 
agent tools, and supported our customer-facing 
strategy.

• 9 branded video

• Aligned to most common 
customer errors

• Development of templates to 
empower SMEs to create 
videos in a consistent manner

CUSTOMER VIDEOS

• 11 training modules based on 
detailed training needs analysis 
and quality insights

• Created tool simulations, 
job-aids, eLearnings & ILTs

MODULE DEVELOPMENT

Rapid Content Development
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Output – Partnering to Build Capacity

To help our new hires practice complex 
processes without impacting customer 
data, we developed “Show Me, Guide Me, 
Let Me Try” simulations that helped them 
learn, apply, and crystallize knowledge.

SALESFORCE SIMULATIONS

As part of our customer support strategy, 
we created videos for common errors to 
reduce call volumes and provide 
customers meaningful content in the 
format they wanted.

CUSTOMER FACING VIDEOS

With global operations, we can’t send 
agents every product we launch. To help 
add context to product setup and 
installation, we created a virtual “escape” 
room to help our people understand how 
to support customers.

INNOVATION

https://www.youtube.com/watch?v=THvpzU3SM3Y&t=38s


RESULT
S

OUR RESULTS
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Our results

AHT
+25%

FCR
+26%

ASAT
+28%

CSAT
+22%

Our speed to proficiency improved 25% from Day 30 to Day 90
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350 AGENTS HIRED and TRAINED

30 TECHNICIANS TRAINED and UPSKILLED

1.7+ MILLION CUSTOMERS SUPPORTED ACROSS 
27 LANGUGAGES

MODULARITY

By providing a training and 
coaching environment that 
supports new hires and develops 
troubleshooting & resiliency, we 
can give agents the confidence to 
deliver exceptional customer 
experiences.

CONFIDENCE

Learning can be overwhelming for 
new hires. By developing learning 
paths for key skills, augmented by 
technology, we can help them 
learn what they need when they 
need it.

This helps them manage change 
and complexity, not just anxiety.

OUR 
SUCCESS

If our people truly believe they are 
given the tools, content and 
support needed to actually help 
the customers, and that the org 
will help them learn new skills 
when required, they will want to 
stay. 

The longer people stay, the more 
successful we will be.

TENURE



THANK YOU


