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Title:Transferring with the Call Transfer Scene (opening page):CTl icon — mouse arrow clicks Slide number: 1

Intarfaca (CTH
HHeHace{o11;

oIt

Skill or Concept: Proper use of Animation (yes or no): yes Graphics (yes or no): yes || Audio (yes or no): no

Cattimterfacetoot

Notes: The title
page will have an
enlarged image of
the CTl icon with
the animation of a
mouse arrow
clicking on it. The
first slide will have
the arrow fly in on
a mouse click and
a second mouse
click will advance
to the next slide.

CALL TRANSFER INTERFACE (CTI)

Text/Audio Narration: Title “Transferring with the Call Transfer Interface (CTI) - no narration.
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Title: Transferring with the Call Transfer

Intarfaca (CTH
HHeHace{o11;

Scene (opening page): Chart of CTI efficiency and text

Slide number: 1la

explamation

Skill or Concept: Proper use of

Animation (yes or no): no

Graphics (yes or no): yes

Audio (yes or no): no

Cattimterfacetoot

Notes: This slide
will inform learners
of that the CTI tool
will allow them to
transfer a
customer more
efficiently thus
helping in the
handle time. It will
provide the learner
with “what’s in it
for them”
motivation.

\TA"2 @AY | | B |

Looking at the chart on the right you will
see the time it takes to transfer a
customer under three conditions. It
takes approximately a minute to transfer
the customer using your phone system,
while only forty seconds to transfer
using the CTI tool to an external
department. If you transfer to an internal
department you will only use 20
seconds of your time to complete the
transfer because all of the customers
information will populate for the other
department automatically. So if you
were to save a minimum of 20 seconds
and a maximum of 40 seconds per
transfer and you transfer 30 calls a day
you would save 10 to 20 minutes per
day off of your handle time.
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Text/Audio Narration:

no narration.




;l'itle; Transferring with the Call Transfer || Scene: Introduction of CP animated tutor of the CTI Slide number: 2
ntarfaca 1

meTeeT [esson

Skill or Concept: : Proper use of Animation (yes or no): yes Graphics (yes or no): yes || Audio (yes or no): yes
Cdil MIETI1dCE LOOT

Notes:

Character of a
cellphone has face
and hands. CP
speaks to the
learners about how
to select alesson
using the CTI
control. Each
function of the CTI
is listed as a menu
option. Clicking
the option will
hyperlink to a
section of the
presentation that
covers that
function.

ClipartOf.com/1097037

CTI
FUNCTIONS

» Learn the CTI tool

» Conference / Transfer a Call
With an Internal Department

» Conference / Transfer a Call
With an External Number

> Alternate Between the
Customer and Other Line

Text/Audio Narration:
tool.”

“ Hi, my name is CP and | will be assisting you while you learn how to use the CTI or Call Transfer Interface

“To start , you just click on one of the CTI functions on the right and then we will work together to learn how to complete that function.”
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Title: Transferring with the Call Transfer

Scene: View of CTI tool / pre-training interaction/ first

Slide number: 3

Intarfaca
HeHaee

SegnTert

Skill or Concept: Call transfers

Animation (yes or no): no

Graphics (yes or no): yes

Audio (yes or no): yes

A view of the CTI
tool will be
displayed each
button will
produce a popup
that explains the
function of the
button. Upon
transition into the
slide an audio clip
of character CP
will play
instructions on
how to use the roll
over pretraining
screen and how to
return to the main
menu.

Letsyou-switch-between-the
customer and the other
department

Transfer

Connects you to the
department you are
dialing.

Alternate [ Release

R

Select the internal department you

would like to connect the customer

Connects your
customer to
the other
department
and removes
yourself from
the call.

To GI’OUp: with using the drop down menu.
Manually enter the external
department’s number you

To Number: would like to connect the

customer to. Remember,
you will need to dial 91 first.

Return to the
main menu.

CllbgyOl'cow\108103)

Text/Audio Narration: “Roll over each field and button, a pop-up will explain the function of that button or field.” “Once you are

familiar with all of the areas in the CTI tool click on me and we will return to the main menu.”
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Title: Transferring with the Call Transfer

Intarfaca
HeHaee

Scene: Transfer to internal Group/ second segment

Slide number: 4

Skill or Concept: Call transfers

Animation (yes or no): yes

Graphics (yes or no): yes || Audio (yes or no): yes

On this slide the
learner will have a
view of the CTI
tool. The learner
will be able to click
on a play button
that will
demonstrate step
by step how to
transfer a call to an
internal
department while
explaining the
steps through the
character “CP”.
The learner will
also be able to
click on a button
that will provide
the same set of
instructions in
written format
without the audio.

Transfer

To Group:

Alternate

Release

r=

To Number:

>
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Text/Audio Narration: After the play button is clicked the following instructions will play over the next few slides with one step

per slide. “The steps we are about to go through are also listed on a document that can be access by clicking the paper icon at
the bottom of the page, or you can click the closed caption icon. To begin viewing my demonstration click the play button.” “To
transfer a customer to an internal department you will first need to click on the drop down option in the To Group box. From the

drop down fIStyou can then Selectthe department you are needing (o tatk to. Once the departmentis in the To Group boxX you
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Title: Transferring with the Call Transfer || Scene: Transfer to internal Group/ second segment Slide number: 4a

Intarfaca
HeHaee

Skill or Concept: Call transfers Animation (yes or no): yes Graphics (yes or no): yes || Audio (yes or no): yes

On this slide the
learner will have a
view of the CTI
tool. The learner

will be able to click Transfer Alternate [ Release
on a play button

that will
demonstrate step
by step how to
transfer a call to an
internal To Group:
department while
explaining the
steps through the
character “CP”.
The learner will
also be able to
click on a button
that will provide
the same set of
instructions in
written format
without the audio.

r=

To Number:

CllbgyOl'cow\108103)
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Text/Audio Narration: After the play button is clicked, “To transfer a customer to an internal department you will first need to
click on the drop down option in the To Group box.”
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Title: Transferring with the Call Transfer || Scene: Transfer to internal Group/ second segment Slide number: 4b

Intarfaca
HeHaee

Skill or Concept: Call transfers Animation (yes or no): yes Graphics (yes or no): yes || Audio (yes or no): yes

On this slide the
learner will have a
view of the CTI
tool. The learner

will be able to click [ Transfer [ Alternate [ Release
on a play button

that will
demonstrate step
by step how to
transfer a call to an

internal To Group:

department while )

explaining the Technical Carq\ ’
steps through the :

character “CP”. R8|OC8..'[IOHS

The learner will Collections

also be able to
click on a button
that will provide
the same set of
instructions in
written format
without the audio.

To Number:

CllbgyOl'cow\108103)
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Text/Audio Narration:

“From the drop down list you can then select the department you are needing to talk to. “
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Title: Transferring with the Call Transfer

Intarfaca
HeHaee

Scene: Transfer to internal Group/ second segment

Slide number: 4c

Skill or Concept: Call transfers

Animation (yes or no): yes

Graphics (yes or no): yes

Audio (yes or no): yes

On this slide the
learner will have a
view of the CTI
tool. The learner
will be able to click
on a play button
that will
demonstrate step
by step how to
transfer a call to an
internal
department while
explaining the
steps through the
character “CP”.
The learner will
also be able to
click on a button
that will provide
the same set of
instructions in
written format
without the audio.

[ Transfer

I

To Group:

A

[ Alternate

[ Release

Technical Care

r=

To Number:

>

.

4
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Text/Audio Narration: “Once the department is in the To Group box you can click the Transfer button. This will put your

customer on hold while you connect to the other department..”
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Title: Transferring with the Call Transfer || Scene: Transfer to internal Group/ second segment Slide number: 4d

Intarfaca
HeHaee

Skill or Concept: Call transfers Animation (yes or no): yes Graphics (yes or no): yes || Audio (yes or no): yes

On this slide the
learner will have a
view of the CTI
tool. The learner
will be able to click
on a play button
that will
demonstrate step
by step how to
transfer a call to an
internal
department while
explaining the
steps through the
character “CP”.
The learner will
also be able to
click on a button
that will provide
the same set of
instructions in
written format
without the audio.

[ Transfer [ Alternate [ Release

N

s

To Group:

Technical Care

r=

To Number:
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Text/Audio Narration:

“When you are ready to connect your customer to the other department click Transfer again and this will

bring all three of you together.”
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Title: Transferring with the Call Transfer

Intarfaca
HeHaee

Scene: Transfer to internal Group/ second segment

Slide number: 4e

Skill or Concept: Call transfers

Animation (yes or no): yes

Graphics (yes or no): yes

Audio (yes or no): yes

On this slide the
learner will have a
view of the CTI
tool. The learner
will be able to click
on a play button
that will
demonstrate step
by step how to
transfer a call to an
internal
department while
explaining the
steps through the
character “CP”.
The learner will
also be able to
click on a button
that will provide
the same set of
instructions in
written format
without the audio.

Transfer Alternate [ Release
A
To Group:
Technical Care ’

To Number:
A
o
A
3
-
3

\ o)

b |
3
o

>

Text/Audio Narration: After the play button is clicked, “To remove yourself from the call click on Release.” “Click on me when

you are ready to return to the main menu.”
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Title: Transferring with the Call Transfer

Intarfaca
HeHaee

Scene: Transfer to External Group/ third segment

Slide number: 5

Skill or Concept: Call transfers

Animation (yes or no): yes

Graphics (yes or no): yes

Audio (yes or no): yes

On this slide the
learner will have a
view of the CTI tool.
The learner will be
able to click on a
play button that will
demonstrate step by
step how to transfer
a call to an external
department while
explaining the steps
through the
character “CP”. The
learner will also be
able to click on a
button that will
provide the same set
of instructions in
written format
without the audio.
Once the learner is
comfortable with the
process they can
click on the check
mark to test their
knowledge.

Transfer Alternate Release
To Group:
To Number:

CllbgyOl'cow\108103)

Text/Audio Narration: After the play button is clicked, “To transfer a customer to an external department you will first need to

click in the To Number box. Then you will dial 91 and the 10 digit number of the department you need to connect the customer
to. Once the number is in the To Number box you can click the Transfer button. This will put your customer on hold while you
connect to the other department. When you are ready to connect your customer to the other department click Transfer again and

W D 0 d
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Title: Transferring with the Call Transfer

Scene: Alternate between lines/ fourth segment Slide number: 6

Intarfaca
HeHaee

Skill or Concept: Call transfers Animation (yes or no): yes

Graphics (yes or no): yes || Audio (yes or no): yes

On this slide the
learner will have a
view of the CTI tool.
The learner will be
able to click on a
play button that will
demonstrate step by
step how to use the
alternate button
while explaining the
steps through the
character “CP”. The
learner will also be
able to click on a
button that will
provide the same set
of instructions in
written format
without the audio.
Once the learner is
comfortable with the
process they can
click on the check
mark to test their
knowledge.

Transfer Alternate Release
To Group:
To Number:

> k

4
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Text/Audio Narration: After the play button is clicked, “To alternate between lines you can click the Alternate button, this will put

your out-bound call on hold and connect you to your customer. When you click the Alternate button again you will put your
customer back on hold and return to your outbound call. Clicking the Transfer button while either line is on hold will always
bring all three of you together.” “Click on me when you are ready to return to the main menu.”
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