
ADULT LEARNING –
It’s Time for Your
Contact Center to
Grow Up
Why and How You Should Digitally 
Transform Your Approach to 
Agent Training 

Agent Proficiency and 
Quality is Directly Impacted 
by the Agent Learning
Experience
According to Lee Resources, 80% of
companies say they deliver “superior” 
customer service while only 8% of
customers feel the same.1 With this kind of 
discrepancy between company and
consumer perception, it’s critical that 
today’s call centers do what they can to 
make improvements to the customer
experience (CX) to drive positive market 
sentiments. 

When examining learning virtualization 
and how it can drive success for your 
customer experience across your call 
centers and your wider organization, 
there are key elements to consider:

• Best practices in today’s adult  
 learning models
• Finding the right authoring and  
 delivery tools for success
• The human touch necessary for  
 learner engagement
• The importance of lessons   
 learned and how the marriage of  
 learning objectives and metrics  
 drives higher performance right  
 out of the gate 
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While it’s critical to manage agent behavior in 
the live production environment to ensure 
metrics are obtained, it’s equally as important 
to investigate and address the root cause of 
any outlying behaviors that may be developed 
in the pre-production phase. 

Research shows that the contact center
industry is expected to exceed $9.7 billion this 
year, with a compound annual growth rate 
(CAGR) over 10% during the forecast period.2 
Customer service jobs are on the rise, and the 
U.S. Bureau of Labor Statistics projects trends 
to continue by another 5% over the next 10 
years.3 

This level of growth poses an incredible
challenge, particularly around agent training 
and ongoing learning. Add to that a shift in 
customer demographics and expectations, 
bringing an expectation for consumer-focused 
learning, and  industiries reliant on contact 
center support for customer interaction find 
themselves challenged to fully prepare agents 
to deliver a stellar CX.  

To keep abreast with evolving customers, 
shifting channel expectations and the
increasing demands to improve the customer 
experience, smart brands are investigating 
other CX delivery options, including
virtualization. Supporting a virtualized CX 
delivery requires virtualized learning. 

Virtual Learning: What is it? 
How Can it Benefit Your
Contact Center?
Virtual Learning (or eLearning) is a form of 
learning that utilizes electronic/digital
technology and networks for delivery,
interaction, facilitation, demonstration or 
evaluation of instructions and learning
material. It can be imparted and delivered 
individually or in a group, but generally, it has 
a reach over a wide physical or geographical 
distance – helping to extend who can support 
your customers by training those who are too 
far or unable to attend in-class sessions. 

Typically, virtual learning makes use of
Internet technology, making it a boundary-less 
approach to education that is applicable to a 
variety of disciplines, and can incorporate
several dimensions of learning like auditory, 
visual and kinesthetic.

Virtualizing the learning experience
accommodates all types of learners from 
brilliant meritorious students to slow-learners, 
thus improving learner retention and
decreasing turnover in your call center.
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Benefits of Virtual Learning

Reduction in Expenses
• Expenses related to travel, lodging and boarding, venue and location   
 expenses, printed materials etc, are eliminated.

• Cost of maintaining faculties and full-time staff is minimized.

• Production costs are easier to estimate in advance and when incurred, the  
 ROI increases with each new learner.

• Learners continue to attend to their work without need to take leave to  
 attend sessions.

Just in Time Learning
• Enables learners to access their study anytime and from anywhere.

• Learners study according their schedules and set the pace of learning instead of  
 struggling to keep pace with the classroom.

• Instructors also enjoy this flexibility.

Ease of Development, Modification and Updating
of Content 
• Unlike printed materials, electronic content used in virtual learning can be   
 modified or changed without inconvenience.

• Changes can be done in real-time and the changes are instantly updated.

• Every learner gets immediate access to the same updated content.
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Accessible to a Wide Range of Ages and Experience 
• Virtual learning allows a range of ages and occupational expertise to learn new   
 skills or vocations without the compulsion of attending a physical classroom with  
 other learners.

• Makes learning a new skill or a course easier and accessible without physical   
 restrictions.

Virtual Learning is Fun and Entertaining 
• Virtual and eLearning materials include an abundance of images, videos, and   
 sound. This multi-media experience is highly conducive to new learning.

• Such material lends to understanding complex concepts and promotes learner   
 retention.

• Virtual learning is also supplemented by interactions such as live chats, webinars,  
 and gamification, all add excitement and learner engagement.

Tracking the Learners’ Progress with Immediate Feedback 
• Integrated evaluation systems makes tracking progress a breeze.

• Instructors have access to real-time data and reports on the learners' performance;  
 allowing quick and easy monitoring of individuals or groups.

• Enables the instructor to re-set the study or curriculum plan to suit the learning  
 speed of the learner.

• For the learners, it means getting quick feedback. providing instant gratification  
 and motivation. 

• Learners can make mid-course corrections when they are aware of their
 weaknesses.
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2) Design with The End In Mind

When designing the material for your virtual instruction, always begin with the end results in 
mind. 

• What does the learner need to be able to demonstrate in their role as an agent?

• What are the required skills and repeatable behaviors of a high performing agent?

• Once a learner has completed their instruction and is in the production environment, we need to  
 examine their actions and determine: “What are they doing? Are they doing what we taught them?  
 Are they doing it well?”

• Reengineering excellence into the curriculum is not unique to the virtual environment, however it  
 can be argued that it is more important to demonstrate it, consistently, to support a virtual
 learner’s success.

Top Six Considerations When Digitally Transforming Your 
Learning Approach

1) Instructors are Critical:

Virtual learning is dramatically different from an in-person 
classroom experience. You need someone who is able to 
engage with people remotely, as traditional lecture style is 
typically ineffective. What traits should you look for in an 
instructor who is able to effectively engage with virtual 
learners? 

• Previous facilitation experience 
• Understands how instruction and facilitation differ
• Synthesize questions and problem solve
• Excellent time management skills
• Engaging voice and demeanor

Learning Is Not One Size Fits All

Self-paced, classroom instructors, virtual 
instructors or blended – what’s the best 
approach?

Arise has found that with an adult, one 
of those things may be suitable, but to 
turn knowledge to behavior, adults need 
an experience where all three are 
applicable. Sometimes we
overcomplicate things because we 
believe the process, system, or behavior 
is complicated. SMEs are close to the 
topic/skill – they can break it down into a 
million tasks. The more concise, and 
simple the message, the more likely the 
adult learner is to make it their own.

PRO TIP!
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3) Tie Learning Objectives to Performance Outcomes 

Understanding the required performance outcomes is key to creating learning objectives and 
subsequently building learning material. You should be asking, "What does the agent need to say 
or do in order to meet this metric?" and design a program that is able to tie the learning material 
back to these desired actions and behaviors. 

• To achieve a target NPS we must understand what an agent who is capable of driving high NPS  
 scores is saying and doing, and how we can break this down to replicable behaviors to be 
 demonstrated/taught what they need to be saying or doing to get that score.

• Just because you are not standing over the agents as they are going through a lesson, does not  
 mean you cannot assess it. Use the remote tool such as those suggested on the following page to  
 gather and share strong feedback with learners. 

• Partner with call center managers, supervisors, etc.

• Have a strong relationship with your Quality Department. Be sure to review and understand
 scorecards and ensure instructors know what "good" looks like. Help them to identify repeatable  
 actions/behaviors that drive "good" quality scores and high metrics (e.g. CSAT, NPS, etc.).

“What Good Sounds Like” 

Virtual instruction can be boosted by not only teaching good, repeatable behaviors, but also by helping 
agents identify “What ‘good’ sounds like”. The more the agents can identify elements of a ‘good’ customer 
experience, the easier and more often they will be able to repeat them. 

PRO TIP!



TOOLS FOR VIRTUAL
LEARNING SUCCESS 

These are used to develop 
content that can be stored in 
a Learning Management 
System (LMS), Knowledge 
Management System (KMS) 
and or in the cloud (SCORM 
Cloud).
When evaluating authoring 
tools development tools 
should be:

Authoring Tools

User friendly (easy to navigate)

Mobile friendly (learner can 
look it up on iPad/iPhone 
(personal life behavior)

Easy to update and maintain

Instructor friendly

Configurable based on the 
learner persona as your muse 
(if you don’t know the learner 
persona, design it!)

Suitable for the volume/
capacity of learners 

Focus on SOCIAL elements of 
learning

Integrate with additional 
learning or IT system 
platforms

To have a great virtual 
experience, you need a 
stable, effective, virtual 
platform. There are DOZENS 
of options out there. Here 
are the key features you’ll 
need for your experience:

Hosting Tools
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4) Make Sure You Have The Right Tools for Success

If you’re implementing a virtual model you need to have the right tools 
in place. Not all virtual platforms are the same. You want something 
that will support adult learning models and the many ways in which 
learners grasp material. Breakout rooms, engagement tools, chat, and 
so much more -- to the right is a checklist of the key functionalities 
needed to promote the most successful learning experience.

This checklist is a valuable reference as you consider the path towards 
virtualizing the learning experience in your contact centers.

5) Use Tools Already In Your Digital Portfolio Optimally 

Virtual learning relies on the digital experience. Learners will interact 
with your instructor, and one another, through virtual channels, and 
leaving them feeling disconnected is a recipe for their failure. To 
ensure individual success and the success of your virtual learning 
program, use the tools that you already have in the right ways. 

Chat 
• Everyone can see the message, not just the host or single learner.
• Promotes interaction, community, and collaboration between
 learners, and with the instructor(s).
• Doesn’t interfere with audio or screen quality.
• Doesn’t distract from overall learning experience.
• Presents as easy for instructor to monitor while presenting. 
• Save and archive chat discussion – help inform/influence future
 curriculum.



Multimedia Sharing – Ability to Quickly Share and Change Without Disrupting 
The Classroom Experience

• Can share images, screen-share, documents, and of course, video with audio functionality.

• Use all the media on hand to find different, exciting ways to get learners engaged.

• Able to manage volume of responses, encourage learners to stay engaged through giving  
 steady feedback and interactions.

• Allows for breakout rooms – makes it easy to “walk around the room” and ensure learners  
 are successful; supports better facilitation and availability of instructor.

• Great whiteboard experience – seems like you’re using a marker on flip charts.

• Emojis – we love to communicate our emotions; pictures say 1,000 words.

• Pointers/arrows – people need to see what you’re drawing attention to; great for systems  
 training when getting agents to learn how to use systems; they need to see fields.
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6) Engage an Expert 

Virtual learning, when deployed properly, can be an excellent way to help educate a physically 
scattered workforce. However, if not done correctly, virtual learning can be expensive and
inefficient in its delivery. You can maximize the potential in both your material and your upfront 
investment in learning, by engaging a professional in the virtual learning space.

A leading provider of virtual learning and end-to-end CX (BPO) experiences is Arise, capable of 
virtual collateral and learning program design, learning program delivery, and end-to-end
support for clients looking to boost their customer experience. Arise makes virtual learning 
engaging and effective to drive results on the production "floor."



Arise Cruises to Virtual Learning Success

When the World’s Largest Cruise Line engaged Arise to drive results into 
their virtual learning program, Arise took a 30-day instructor-led narrative 
with "nice-to-know" material full of personal stories and restructured it 
into a more compact, 20-day course that focused on critical topics. 
"Nice-to-know" items were moved to reinforcement plans that could be 
delivered in just-in-time fashion.

By placing critical focus on top call drivers and reinforcing just-in-time 
material in enhancement sessions, Arise was able to not only reduce the 
eLearning duration by 10 days, but was also was able to achieve a notable 
improvement in post 60-day quality scores.
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1/3

Reduction in
Course Length

Improvement in 60-Day
Quality KPI

In-Depth Overview of the Arise Learning Experience
Interested in learning more about our learning?  This 5 minute video provides an in-depth overview of

the experience, methodologies and learning approach.

https://you-
tu.be/3dqD1B-

tYdeM

https://vimeo.com/251560506/627a394d9a
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Conclusion

With customers expecting more, and the budgets for customer experience shrinking, smart 
brands need to be creative and strategic in their CX strategies. The ability to deploy effective, 
low-cost training to deliver CX excellence is becoming more critical than ever.

Many brands have realized the significant benefits behind virtualizing call centers (Arise, at the 
forefront of this movement, offers unparalleled scalability, quality and lower total cost of
ownership). To effectively train virtual resources, brands must have strong learning strategies 
that are centered around adult learning principles. It’s critical that organizations design their 
virtual learning programs around desirable outcomes, leveraging proven best practices and use 
virtually-oriented tools to track performance outcomes, as measured both quantitatively and 
quantitively, to ensure the time and resources invested are worthwhile. Integrating these
strategies and understanding the human and technological needs for virtual learning can lead to 
maximum results. 

If your organization is in search of some assistance in virtualizing your learning environment, the 
passionate Virtual Learning experts at Arise can help. Reach out today. 

About Arise Virtual Solutions Inc.
Arise is a pioneer of on-demand customer management technology and business process
outsourcing. Our powerful cloud-based enablement platform connects companies seeking

outsourced BPO solutions to a nationwide network of virtual service providers. Built to scale, Arise 
provides a superior solution for innovative enterprises from startups to Fortune 500 companies.

To learn more about Arise Virtual Solutions Inc., please visit http://www.arise.com

1) https://www.talkdesk.com/blog/10-customer-services-statistics-for-call-center-supervisors

2) Techavio, Global Contact Center Market 2015-2019

3) https://www.bls.gov/ooh/office-and-administrative-support/customer-service-representatives.htm


