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	About this Course

The following information describes the course and course preparation.

Course Map

	
	
	Day One
	Time Estimate

	
	
	B300 Module 
	

	
	
	Topic 310: Introduction to Standard Call Flow
	1 hour, 40 min

	
	
	Introduction
	35 minutes

	
	
	Types of Inbound Callers/Activity:  Why Call the CIC?
	35 minutes

	
	
	Types of Customers, Agents, Third Parties, Channels of Contact
	15 minutes

	
	
	Model Call
	15 minutes

	
	
	Break
	15 minutes

	
	
	Topic 320: Standard Call Flow Processes
	6 hours 50 minutes

	
	
	Greet Customer
	1 hour 30 minutes

	
	
	Lunch
	45 minutes

	
	
	Assess Request
	1 hour 30 minutes

	
	
	Break
	15 minutes

	
	
	Complete Request
	10 minutes

	
	
	Transition Call
	20 minutes

	
	
	Wrap Up Call (Includes Activity:  Write Dialogue History) 
	1 hour 50 minutes


	
	
	Day Two
	Time Estimate

	
	
	Review
	15 minutes

	
	
	Wrap Up Call (continued)
	1 hour

15 minutes

	
	
	Break
	15 minutes 

	
	
	Topic 330: Transfers, Escalations and Complaints
	2 hours

15 minutes

	
	
	Transfers
	1 hour

25 minutes

	
	
	Lunch
	45 minutes

	
	
	Transfers and Escalations/Complaints
	50 minutes

	
	
	Topic 340: Contingency Plans
	20 minutes


	
	
	Graphics Used in this Guide

Graphics are used throughout this guide to help you follow along with the course. The following is a list of those graphics and a description of each.

	
	
	Graphic
	Description

	
	
	
[image: image1.wmf] Activity 
	A classroom activity that involves all participants.

	
	
	[image: image2.wmf] ALSTAR System
	The ALSTAR system is required for this step.
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 Flipchart Activity
	A flipchart or poster is required for this activity or discussion.
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 IMPACT System
	The IMPACT system is required for this step.

	
	
	[image: image5.wmf] Question 
	A discussion question is presented and may require participants to write down their answers.

	
	
	[image: image6.wmf] SCORE
	Documentation is available on SCORE. 
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 Script
	A legally approved script is available to demonstrate how to communicate with the customer. Some scripts are identified as legally required statements, while others are optional.
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 Slide 
	A Powerpoint slide is available.
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 System Required 
	Participants need access to their systems to either follow along with the instructor or to work independently.


	Instructors will need these materials:

· Module B300: Standard Call Flow Facilitator Guide – File names: 

· SCF CIA fg1 

· SCF CIA fg2 

· SCF CIA fg3

· SCF CIA fg4

· Module B300: Standard Call Flow Overheads - File names:  

· SCF CIA oh1

· SCF CIA oh2

· SCF CIA Prepared Flipcharts.ppt

· 3 Prepared posters displayed in the room

· 4-5 flipcharts on easels

· 8-10 black or blue markers

· Masking tape

For the Authentication activity you will need the files loaded on each PC:

· AuthenticateCraig.doc

· AuthenticateDavis.doc

· AuthenticateMartin .doc

For the Transfer Call Role Play, you will need to have copies of the Word document TransferScenariosCIA.doc

Make enough copies to have one set for every three participants.
	
	For the Instructor

Materials

To complete this course, you will need:

· Module B300: Standard Call Flow Participant Materials 



	
	
	Relevant Systems

You will also need access to these systems:

· Agency IMPACT System – training environment

· SCORE

· OUTLOOK

· comPass – production environment

· Customer Care Center Intranet Website – training environment




	Instructor Prep Notes

Before class begins, review these guidelines to help you prepare:

· Posters/Flipcharts—Throughout the course, reference the prepared posters (and the additional flipcharts you create during discussions) as much as possible. Make sure that they are posted in a clearly visible spot!  If preparation of a flipchart or poster is required, this is indicated next to the corresponding discussion/activity in this guide.  Be sure to check the guide ahead of time!

· Activities—There is a lot of information to cover in this course, but if you begin to run behind the schedule, do not sacrifice the activities and discussion! These are the most important ways participants will learn the content. 

· Discussions/Question and Answer Format—Please pay special attention to the questions listed in the facilitator guide. They were carefully created to engage the learners and challenge them. Some learners take a little more time to process the information and formulate an answer, so give them enough time to respond. 

· Review Role Plays—The more help you have during this activity, the better! You may want to recruit some additional facilitators and/or team leads to help you 

· SCORE References—In this guide there are many references to SCORE. It is important that you locate those when directed to. Participants need to become familiar with the organization of this tool, so encourage them to locate the documents on their own. If a learner cannot find the item, ask the rest of the class for help. 

· PowerPoint slides and Screen Prints—There are a number of slides that are used to reinforce the content.  Use the slides in SCF_CIA_oh1.ppt where the guide indicates to present a slide.  The slides in SCF_CIA_oh2.ppt include screen prints to be used if the IMPACT system is not working properly.  If the system is working, you can simply skip these slides.
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Discussion: 
10 minutes

Introduce the course and review the course objectives.
	
	Module B300:  Standard Call Flow

During this course you will learn to handle each call you receive using a standard process.  Each CIC and each CIC employee uses this same process to handle incoming calls.

What This Topic Means

For the Customer: This course ensures that the customer will get the same quality service each time the customer calls Allstate.

For the CIA: This topic prepares the participant to use the Standard Call Flow process when handling calls received in the CIC.  It connects the behaviors the participant must demonstrate to the tasks he or she must perform during an inbound call.  It provides information about where the participant can find instructions and scripts to assist in completing each task.  Finally, it provides opportunities to practice the skills for completing an inbound call that help the participant interact with each customer successfully.

For Allstate:  This course will ensure that each CIA will recognize and respond appropriately to each inbound.  Handling each call using a standard process will fulfill Allstate’s business goal of increasing customer satisfaction to maintain company profitability.

Objectives

At the end of this topic, you will be able to:

· Distinguish among various types of inbound callers and channels of inbound calls.

· Identify the five parts of the Standard Call Flow (SCF) process:

· Greet Customer

· Assess Request

· Complete Request

· Transition Call

· Wrap Up Call

· Perform the sub-steps of each part of Standard Call Flow in a series of role-play activities.

· Identify and perform the steps to transfer inbound calls in a role-play activity.

· Locate support materials for completing each part of the Standard Call Flow process in SCORE.

· Identify contingency plans and locate contingency instructions in SCORE..


	Present slide: Standard Call Flow.
	
[image: image11.png]



	Topic 310:  Introduction to Standard Call Flow 

	
	
	

	Introduce the Standard Call Flow processes as listed on the slide.

Preparation Note:  Before the class begins, prepare a flipchart listing the 5 processes to the right.  Hang this chart in the classroom so that the list of Standard Call Flow processes is visible during the entire course.
	
[image: image12.wmf] 


	When you are working in the Customer Information Center, you will be expected to follow a Standard Call Flow over the course of each inbound call.

Standard Call Flow consists of six processes:

1. Greet Customer

2. Assess Request

3. Complete Request

4. Transition Call

5. Wrap-Up Call

	Review the purpose of this course.
	
	This course will prepare you to follow a Standard Call Flow process to handle all of the various inbound calls you will receive in the CIC.
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Discussion: 
10 minutes

Preparation Note:  Prepare a flipchart or overhead using the graphic in SCF CIA Prepared Flipcharts.ppt

Write the answers in the prepared flipchart and post in the classroom. Encourage the participants to come up with the answers on their own. You may need to provide hints if they are stuck, but engage the participants as much as possible.).
	
[image: image14.wmf] 


	Flipchart Activity
As you will see, to meet the caller’s needs and to accomplish the company’s goals for every call, you will be keeping several balls in the air at the same time.  During this module you will explore how the Standard Call Flow process and a number of other things work together to provide great customer service and generate good will and revenue for Allstate. 

Any good juggler uses a systematic approach to get the balls in the air and keep them there as well as bring them down gracefully. You will also need an approach to enable you to get calls started, keep them moving, and bring them to an end successfully—your audience of one applauding at the other end of the line.  



	Answers should include: 

· Skills and Knowledge

· Process and Procedures

· Scripts

· SCORE documentation

· Team members
	[image: image15.wmf]
	What resources do you need to provide quality service to customers?
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Discussion: 
10 minutes

Position the discussion so that the participants provide most of the answers. Instead of telling them the answers, direct them to recall what they’ve learned from previous courses. Use the flipchart to facilitate the activity and to keep track of what has already been discussed. After the activity, post the flipchart in the classroom.

Answers should include:

· Allstate Network

· IMPACT (Agency IMPACT System)

· ALSTAR A and B**

· CICS (CFS)

· comPass

· SCORE

· Customer Support

· Outlook

· IPS* (Includes SpeedPay)**

· Agent Locator**


	
[image: image17.wmf] 


	Commonly Used Systems

List the most commonly used systems in the CIC.

	1. Answer: See those items (from previous list) marked with an asterisk ‘*’. 

(Note: Identify those systems on the flipchart.)
	[image: image18.wmf]
	· Which systems will be used during the “Complete Request” step?

	2. Answer: Access Outlook forms, send email
	
	· Why might you use Outlook while interacting with a customer?


	Answers should include: 

· To provide customers with service that is customized to their situation and relationship with Allstate.

· To share data with other Allstate personnel such as agents and their support staff. 

· Share data with other systems such as ALSTAR and CICS/CFS.
	
	· Why would you use Agency IMPACT System to collect and view customer data?

	Answers should include: 

On-line access to:·

· Instructions for completing tasks

· Phone numbers

· State specific information

· Scripts

· Other documents that support the CIA in doing a high quality job of servicing the customers.
	
	· How will you use SCORE when on the job? What type of documents will you reference?
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Demonstration: 
5 minutes


	[image: image20.wmf]
	SCORE

	Participants should already be familiar with how to access SCORE.

Ask the participants how to access SCORE.

Explain:  The best way to access SCORE is to click on the icon located on your desktop. (Otherwise, this address can be typed into the address box: http://score-cic/score and saved as a “favorite”.)
	
	Open SCORE and find Standard Call Flow. 

This course allows you to access SCORE frequently to show you some of the most important reference information that you will use on the job. 

	Transition to the first topic, CIC Inbound Callers.
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Discussion: 
5 minutes

Introduce the topic of CIC Inbound Callers.
	
	CIC Inbound Callers

In the Customer Information Center you will receive calls from people who have various relationships with Allstate and who make contact through various channels.  During this topic you will learn how to distinguish the kinds of callers with whom you’ll be talking.



	Answers:

· Customers

· Agencies

· Third parties
	[image: image22.wmf]
	What are the three types of inbound callers in the CIC?

	State:  Each type of caller can be identified by their relationship with Allstate and other factors.  
	
	

	Ask the participants to give a short definition for each type of caller.  This is a “best guess” question.  The answers might look like this:

Customer:  A person has purchased or who might purchase an Allstate policy.

Agent:  Someone who sells Allstate coverage – either only Allstate policies or Allstate policies and policies for other companies.

Third Parties:  People or organizations that have an interest in a customer’s Allstate policy or coverage.  Third parties might include:

· Lease holders

· Lien Holders

· Mortgagees

· Police/law enforcement

· Court Clerks

Explain that you will discuss each type of caller in greater detail shortly.
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Activity: 
30 minutes


	
[image: image24.wmf]
	Activity:  Why Call the CIC

	Walk around the room to see how each group is doing.  Ask questions to guide each group as they create their lists.  Lists may include:

Customers call:

· To make payment

· To ask a question about a bill

· To add a vehicle or operator to his/her auto policy

· To change his/her property policy

· To get a quote

· To purchase a new policy

Agents call:

· To look up a customer record because the agent is having computer problems

· Because the Agency is very busy and would like the CIC to handle a call

· Because the agent is away from the office and needs information

Third Parties call:

· To verify coverage for an auto or home purchase

· To obtain service for a customer who is incapacitated

· To verify coverage for an accident or claim


	
	Purpose:  To understand the variety of reasons that agents, customer and third parties call the CIC.

Directions: Work in small groups to list all of the reasons one type of caller (customer, agent, third party) would contact the CICs.  Use the flipchart paper provided by the instructor to complete this activity.  Your group will receive a specific caller type to work with from the instructor.  You have five minutes to create the lists on this page and the next. Be prepared to explain your answers to the class.


	
	
	Now, categorize your list of reasons into two types: requests you can handle as a CIA and requests that need to be transferred.

	Debrief the previous activity by asking each group to share and explain their answers. Post each list on the wall.
Debrief this activity by reviewing the participants’ answers.  CIAs can handle:

· Taking payments such as:

· Credit/Debit Cards

· Check-by-Phone

· Answering payment inquiries such as:

· Payment status

· Where to send a payment

· Verification of receipt of payment

· Naming types of payment accepted

· Enrolling customers in payment plans such as:

· EZ Pay

· Payroll Deduction

· Allstate @ Work

· Handle billing calls such as:

· Explaining the bill

· Ordering reprints

· Explaining termination letters

· Explaining cancellation or late payment notices

· Informing the customer of the due date of the next bill, balance due and next payment amount

Sending Statements of Account

· Handling billing service calls such as:

· Changing billing method

· Special Pay Plan enrollment

· Submitting refund requests

· Charge-off requests

· Protests of NSF and installment fees

· Handling billing inquiries such as:

· Payment investigations

· Stating reasons for premium increase

· Addressing policy status concerns

· Verifying policy reinstatement

· Submitting reinstatement requests

· Requesting Letters of Experience

· Handling other requests such as:

· DNS requests

· CCC registration

· Agent office information

· No agent contact

· Use of credit explanation

· Finding an Agent

· Privacy Policy clarification

· Sending a message to an Agent

· Stating expiration date of policy

· CCRS Form submission
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	· In how many of the situations you listed would you be able to assist the customer?

	Answer should include other Allstate groups such as the NCSC, MCOs or the Agent and other CIC groups such as CIRs or SCIPs
	
	· Where would you transfer some of these callers?
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Discussion: 
10 minutes


	
	Customers

Let’s take a look at each of the different types of callers to the CIC.  First, we’ll discuss our customers.

	Answers: 

· Customers with records—Customers that have a relationship of some sort with Allstate. For example, one type is an active policyholder, someone who has one or more policies with Allstate.

· Customers without records—Customers that have no previous relationship with Allstate.
	[image: image27.wmf]
	Based on what you learned in the Customer Relationships course, what are the two types of customers?


	The next two questions and answers are of the “general knowledge” or “best guess” type.  This content has not been formally taught to the participants.  The point is simply to stimulate them to think about all callers as potential buyers.  Take a few of their responses, add information from the answers supplied, and move on.  
	
	Prospects

You will hear this term used in the CIC, and it is a common insurance term.  “Prospects” are “prospective buyers of the products and services Allstate offers.”  Virtually all the customers who call the CIC—those who have records and those who do not—are prospective buyers of one or more products or service.    

	Answers:

· Direct Marketing Campaign—These mailings may offer a discount or invite them to purchase additional or new coverage.

· Service Requests—The customer has phoned the CIC with a service request and the CIA notices an opportunity to provide the customer with additional products or coverages.

· Customer Initiated—Customer is interested in buying a new policy.
	[image: image28.wmf]
	· Under what circumstances might a customer who has one or more active policies with Allstate be a prospect?

	Answer:

· If the customer has received a direct marketing campaign mailing.

· If the customer calls for a quote.
	
	· What circumstances might turn a first-time caller into a CIC customer?

	Answer:  Transfer the call to an SCIP.
	
	· What will you do if you receive a call from a Prospect?

	Answer:  Transfer the call to an SCIP.
	
	· What will you do if a current customer asks about adding another car to his policy after you’ve taken a payment?

	Answers: Agencies, and third parties
	
	· Can you recall the other two types of Inbound Callers?


	Note: These agents may call the CIC directly or they will forward customers to the CIC.
	
	Agencies

What are the three types of agents? What type of work do they do? How do the CICs interact with these agents?

	Answers should include:

· Exclusive Agency—Sells Allstate insurance exclusively.  Exclusive Agencies in District Distribution states are able to forward calls to the CIC during non-business hours or during certain emergency situations.  As CIPs you will service Exclusive Agency customers on behalf of the agency.
Note: You will have the most contact with exclusive agents. CIPs can tell that the call is from an exclusive agent because the information pops on the screen when the call comes from their office.
· Border Agency— Border Agents are Allstate Agents that are located in a state that borders a Direct Distribution state and the agent is licensed in both states.  For example, an Oregon insured may be serviced by a border agency in the state of Washington.  The CIC can service a Border Agency’s customers who live in a Direct Distribution state. 

· Independent Agency—Operated by an independent contractor who has signed an agency agreement with Allstate.  Independent Agencies sell products for other companies in addition to Allstate.  The CIC can provide new quotes, complete policy changes for customers of Independent Agents.  However, the CIC cannot cross sell for Independent Agencies or retrieve and process quotes they start.
	
	

	
	
	Note: 

Callers from agencies may be the agents themselves or someone who is on their support staff or they may be customers who are forwarded or transferred from the agency to the CIC.

	Answer: Anyone working full-time in an agent’s office, including:

· Associate Agent

· Office Manager

· Customer Support Specialist
	[image: image29.wmf]
	Whom might the “support staff” include?


	Explain:  Third Parties to the participants.
	
	Third Parties 

The last type of CIC caller we’ll look at is the third party caller.  A third party is someone other than the named insured who wants information about or to make changes to an existing policy including:

· Lienholders
· Mortgagees
· Relatives of a policyholder who is not a named insured on the policy
· Automobile dealerships

· Police (in some states)

· Attorneys



	
	
	Business rules have been developed and posted on SCORE for you to follow before you release any information or provide assistance to a third party.  We will talk about these rules a little later in this module.

	Transition: Now that you are familiar with caller types, we will take a look at the channels through which calls come to the CIC.
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Discussion: 
5 minutes

Present slide: Channel of Contact and explain each channel of contact.
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	Channels of Contact 

Your telephone is set up to show you the channel through which a call is coming.  When the caller has used the proper phone number or selected the correct item from the Interactive Voice Response (IVR) menu, this channel information will help you get ready to take the right steps with the caller and in the system.

There are essentially four channels of contact through which calls come in to the CIC.  The first is the 1-800-ALLSTATE number.

	
	
	1-800-ALLSTATE Channel

This channel is the one that is advertised on radio and television, published in many newspaper ads, and found on many Allstate product and promotional materials including the Allstate.com website and customer bills.

Many customers and prospects call the CIC using 1-800-ALLSTATE.  Agents may also use this number.

	
	
	1-888-Special# Channel

This channel is comprised of several unique toll free telephone numbers.  Each one is associated with promotions or services that Allstate provides, such as:

· Direct marketing campaigns—Sometimes callers will find a toll free number in the informational or promotional materials they receive.  Many people who receive targeted mailings will call in on the special number they have been given.

· InsWeb—Callers who received a quote on InsWeb may come into the CIC through a special number.

· Customer Care Center Website – Customers needing assistance completing a quote at Allstate.com may call the CIC through a special number provided at the website.

	
	
	Agency Forwarded Channel

When a participating agency sets up call forwarding before or after agency office hours or under emergency circumstances, the CIC will receive agency forwarded calls.  There is a desktop application called comPass that cues you to these calls, and later on in this module we will take a look at how that works. 

	
	
	Agency Transferred Channel

You will also receive calls that are transferred from an Exclusive or Border Agency so that you can assist the caller.  If the call comes in on a special warm transfer line, then the comPass application will help you identify these calls. The first person you will talk with on the agency-transferred channel will be an agent or agency support staff person.

	Answers:

· To handle routine customer inquiries

· To handle routine inquiries from third parties

· The agency’s desktop (computer system) is down.

· The agency does not know the answer to a caller’s question.

· The agency is too busy or short-staffed to handle the caller’s concern in a timely fashion.
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	What are some reasons you think agencies might transfer calls to the CIC?

	EXPLAIN these two points:
	
	Wrong Channel?

Some callers will only use the 1-800-ALLSTATE number to contact the CIC.  For customers, this may be because that is the only number they remember.  For agencies, it may be because they do not have another number available.


	
	
	You may discover in your conversation with a caller that they have an issue, a concern, an inquiry or a problem that you did not expect to come through that channel.  It is critical that you be alert to conversational clues and respond effectively to complete each caller’s request regardless of the channel the caller comes in from.

	Transition:  Now that you know why agents, customers and third parties call the CIC, I would like you to see what one of these calls might look like.  Next, you will be observing a model call.
	
	


	[image: image33.wmf] 


Demonstration: 
15 minutes

Review the Standard Call Flow processes on the wall chart before beginning the demonstration.
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	Activity:  Model Call

Purpose:  To understand how the Standard Call Flow processes fit into a typical customer call.

Directions:   Try to identify the specific Standard Call Flow steps for this call.

	Preparation Note:  Before the class begins, arrange to obtain a Witness recording of a typical billing call.  You will replay this call for the participants for this activity.  You will need to review the recording before class.

Stop the replay periodically during the call and ask the participants to try and identify the Standard Call Flow process occurring in the call at this time   When you review the recording in preparation for the class, decide upon some key stopping points.  Try to stop the recording at points that allow the participants to identify each of the Standard Call Flow processes:

· Greet Customer

· Assess Request

· Complete Request

· Transition Call

· Wrap Up Call

The participants will not be familiar with all of the steps involved in each process, yet.  This is a “best guess” activity.  You may need to ask the participants some probing questions to help them identify each step.
	

	Review the debrief questions quickly.
	Activity Debrief

· Could you easily tell when the CIA moved from one Standard Call Flow process to the next (Greet Customer, Assess Request, Complete Request, Transition Call, Wrap Up Call)?  How could you tell?

· Could you tell how the CIA managed all the resources we discussed earlier? (Refer to the poster: Skills and Knowledge, Processes and Procedures, Systems, Scripts, Job Aids, Consult with or handoff to others.)

· Do you think that the CIA completed the customer request?
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Discussion: 
10 minutes

Present slide: Greet Customer and explain.
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	Topic 320:  Standard Call Flow Processes

Greet Customer

During the Greet Customer step of the Standard Call Flow you will have to perform the actions listed on the overhead.  You will do these things the same way on every call, regardless of who is calling or the channel their call comes in on.  

	Answers:

· Make a positive first impression
· Develop a positive relationship 
· Identify the caller 
· Conduct an initial assessment of the caller’s request
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	What are the goals of Greet Customer?



	Explain each step.
	
	Enter the Queue

Before you can greet the customer, you need to be logged onto your phone and in the queue to receive calls.  

You will receive specific information on how to log onto your phone during the Lucent/IVR course later in the curriculum.  You will also learn about the kinds of information you will be able to see on your phone before you greet the customer. 

Under normal conditions, calls are routed to the CIA, CIR or SCIP  queue via the Interactive Voice Response (IVR) system. The IVR system routes the call based on prompts the caller selects, or based on the telephone number the customer dialed.  

	
	
	Review LCD/ComPass Information

Determining the Channel of Contact

Before you even pick up the phone, you may get to learn a little bit about the caller from the information on the LCD read-out and the comPass application on your desktop.  Using the LCD read-out and comPass, you may be able to tell if a call is forwarded or transferred from an agency or if the call comes in on 1-800-Allstate.

	Answer:

· 1-800-Allstate

· Agent forwarded calls

· Agency transferred calls

Transition:  Let’s take a look at how the comPass application works.
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	Based on what you know about your role as a CIA, through what channels of contact do you think you’ll receive calls?

	Note:  For classes of CIAs that will be handling Billing calls ONLY skip this section and the Researching ComPass activity.
	
	ComPass

ComPass will show a “screen pop” when the calls comes in.

To Activate comPass: At the beginning of your shift, you will launch comPass from the Start menu.

In order for the comPass screen to “pop” correctly, it is very important that you do not close the comPass screen.  (However, you may minimize it.)

	
	[image: image39.wmf]
	Refer to the COMPASS - Working With Compass item on SCORE.

	
	
	The comPass screen has four different tabs: (see below)

· Call Summary

· Agent Profile

· Custom Profile

· Messages
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Activity: 
20 minutes

Debrief the activity by reviewing the answers to each question as a group.
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	Activity:  Researching comPass

Purpose: To familiarize you with the comPass application.

Directions: Work in pairs to answer the following questions about comPass, based on the information available in SCORE.

	Answer: No. Not all agents are ANI enabled.  Thus, not all agency-forwarded calls will trigger a comPass pop.
	
	6. Does the comPass screen pop for every caller?

	Answer: Agent Profile
	
	7. When a call originally pops, what screen does it show first?

	Answer: You can enter the agents phone number (taken from the telephone LCD) and enter the agent’s phone number in the ANI field.
	
	8. If the screen does not pop for an agent-forwarded call, what can you do to bring up the agents information?

	Answers: Agent name, phone number, business hours, and location.  
	
	9. What agent information is available on comPass?

	Answer:  It is imperative for you to observe the comPass screen pop and determine the agent from whom the call originated.  You will use this information for quote, application for coverage, policy change, and any other agent-related inquiries.
	
	10. Why is it important to have the agent’s information early in the call?

	Answer: You should forward the call back to the agent’s voice mail.  Do not take individual messages for an agent.
	
	11. If the caller wanted to leave a message for the agent what should you do?

	Answer: Click on the Clear Page button on the tool bar.  When you are prompted, click Yes to refresh the screen for a new call. This must be done after each screen pop as it enables comPass to pop for the next agent forwarded call.
	
	12. At the end of every call in which there was a comPass pop what should you do?
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Discussion: 
20 minutes


	
	Greet Caller

Welcome the Customer to Allstate

This will be consistent no matter who is calling or why. Remember that you are representing Allstate, so first impressions are very important. To the customer, you are Allstate Insurance Company.



	Answers should include:·

· Use their name·
· Greeting (I.e. “Thank you for calling Allstate, this is (first name). How may I help you today?” 
· You should pause a half second or so after the customer comes on the line before speaking, and then speak slowly and distinctly.  Although you will become quite accustomed to saying the standard greeting, many customers will be hearing it for the first time.  Take the time to be sure they understand your welcoming message! You are representing Allstate now—first impressions are important!·
· Effectively communicate with a customer—as part of the LAER model (Listen, Acknowledge, Explore, Respond)·
· Summarize information
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	What can you remember about greeting customers?


	Allow participants to locate the item in SCORE on their own. If some cannot find it, ask for another participant to explain. This document will be discussed, so they should keep it up on their screens.  You will reference this script again in this Greet Customer segment.
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	Refer to the Greet Customer Script in SCORE.

How does the scripted greeting help you meet the goals of the Greet Customer step?

	Answers should include:·

· It is polite, informative, and to the point·

· Makes a good first impression—When a customer calls, it is important to treat each customer like he or she is Allstate’s only customer.  This first interaction is extremely important; it sets the tone of the call.  Keep in mind; this may be the first contact the customer has ever had with Allstate.·

· Tells the customer he or she has reached Allstate·

· Tells the customer who he or she is talking with·
Invites the customer to ask for what he or she needs·

· Helps build rapport
	


	Discuss the questions to the right as a class.

Answers should include:

· When you greet customers, you are welcoming them to the CIC and to Allstate. This is the very foundation of rapport building
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	Establishing Rapport

You have already learned about establishing rapport with the customer. Answer these questions to test what you remember.

· Why is establishing rapport important? Why do you think Establishing Rapport is part of the first step of the Standard Call Flow? 

	· You will begin to establish rapport at the beginning of the call as an effective method of building a relationship with the customer. Building rapport is not something you do just during the first minute or two of the inbound call!  You will want to work on rapport building throughout the entire conversation!  
	
	· Where else would it be appropriate to establish rapport during the call?

	· Establish a conversation around the caller’s interests and what Allstate has to offer that person. The information you gather from the customer will help you determine whether the caller could benefit from additional products and services.
	
	· How do you go about establishing rapport?

	· Listening, Acknowledging, Exploring, and Responding.
	
	· You already learned that LAER skills help you to establish rapport.  Do you remember what LAER stands for?

L

A

E

R




	Answer: 

· Amiable

· Expressive

· Driver

· Analytical.  
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	Caller Characteristics

It will be easier for you to establish and maintain rapport if you speak in a manner that is respectful of the customer's preferred style.

What are the four communication styles you learned about in the Customer Relationships course? 

·  
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Discussion: 
20 minutes


	
	Identify Caller

By reading the LCD read-out and checking the comPass “pop” you might be able to gain some information about this caller.  This is the time, however, when you will find out who your caller REALLY is.

	Answer: 

· Agents

· Customers

· Third Parties
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	· What are the types of calls/callers you might encounter?

	Answer:  

· 1-800-Allstate

· Agent forwarded

· Agent transferred

· 1-888 (direct marketing)

Transition:  Sometimes agency staff—agents or their support staff—will call the CIC for assistance.
	
	· Recall the channels of contact.  What are they?

	Answer:

· Agency transfers

· Agent forwarded calls
	
	· What are two ways you will receive calls from agencies?

	This question is a “best guess” type of question.  The participants should be able to answer this based on their knowledge from the Researching ComPass exercise.

Answer:  No.  An agent may transfer a call to you on the 1-800-Allstate number.
	
	· Will the LCD display and comPass always tell you that a call is transferred from an agent?


	
	
	Agent Transferred Callers

The key difference in handling a call you have received as an agency transfer is that the agent is the first person you talk to, not the customer.

When you are done talking with the agent and the customer is transferred to you, you will want to acknowledge that the caller has been waiting on hold and also to give some indication that you know a little about what the customer wants.  The legally approved script suggests you say:
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 Thank you for holding (Mr./Ms./Mrs. customer last name), this is (first name).  I understand that you have a (service/policy change request).  I need to inform you that this call may be recorded for quality assurance purposes. How may I help you?

In every other respect, however, you will handle a call transferred from an agency just as you would the most common call.
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	See the Greet Customer scripts in SCORE.

	State:  You can assist an Exclusive Agent or a Border Agent, but not an Independent Agent.
Transition: Our customer base is quite diverse.  During the first minute or so of an inbound call, you will be able to determine if you will need additional support to respond adequately to a caller’s special speaking or hearing abilities. There are two supports available to you.  One is the Network Omni Language Line, and the other is Teletypewriter (TTY) support.
	
	If an Independent Agency wants to transfer a call to CIC, the Greet Customer (Agency Transfer) Script suggests you say:
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 Unfortunately, I will not be able to assist your customer at this time, as this center is unable to support independent agents.
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	You will find more information regarding working with Independent Agents in SCORE under the Independent Agency Process.
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	Language Line

Locate Language Line on SCORE.

Any time you receive a call from a customer who prefers to communicate in a language other than English, you can use the Language Line to assure quick, accurate and cost-effective communication.  When you use this support service, you will create a conference call between the customer, an interpreter, and yourself.  The Language Line interpreter will listen to the speaker, analyze the message, and accurately convey the caller’s true meaning to you and vice versa.

Because this is a relatively infrequent occurrence, we will not get into how to use the Language Line in this course.  However, we do want you to be aware that there is a job aid on SCORE that will help you access and use the Language Line when the time comes.
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	Teletypewriter (TTY) Support Service

Locate Teletypewriter (TTY) Support on SCORE.

The other situation in which you may rely on an outside service to support communication is when a hearing- or speech-impaired customer calls the CIC using a relay service, typically called a Teletypewriter or TTY service.  You will know a caller is using TTY service when, after you greet the customer, a specially trained operator called Communications Assistant (CA) will tell you that a relay is being used on the call.  

Even though the CA will speak to you throughout the call, you will act as if you are speaking with the customer directly.

Notice that the job aid has both instructions and scripts to support you in talking with a customer who needs TTY.

	Transition: So far, we have looked at entering the queue, greeting the caller and identifying the caller.  Next we will look at the Identify Need step.
	
	


	Transition:  Identify Need is the last step in the Greet Customer process and leads us to the next part of Standard Call Flow:  Assess Request.
	
	Identify Need

During this step you will determine the customer’s initial request.  We have already looked at the Greet Customer script in SCORE.  This script opens the door for the customer to state his or her reason for calling right away.  If the customer hasn’t stated his or her need already in the conversation, now is the time to ask!

If the customer has already stated a need, restate the customer’s request to confirm your understanding.
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Role Play: 
15 minutes

Allow each participant approximately 3 minutes for this role-play.  Debrief during the last 5 minutes of the activity.
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	Activity:  Greet Customer Role Play

Purpose:  To allow participants to practice the steps of the Greet Customer process.

Directions:  Participants are divided into groups of three.  Using the three scenarios described on the next three pages, each person will take a turn in the following roles:

· Customer/Caller

· CIA 

· Coach

Each person will only play one role per scenario.

When in the role of the CIA, each participant will complete each of the steps in the Greet Customer process as he or she responds to the person in the customer/caller role.  As a “Coach,” the participant will help the person in the CIA role as needed. (15 minutes – 3 minutes per person)

	Direct the participants to the scenarios described on the next 3 pages.  These scenarios will continue to build throughout the course.  The participants will return to these same groups for role-playing activities.  

Explain the activity to the participants and hand out three scenarios to each group.

Debrief the activity by asking the questions on the next page.
	
	


	
	
	Scenario 1:  Cleo Davis (Husband – Samuel)

Customer Data

Address:  6212 SE 17th Portland, OR  97202-5306
Phone Number:  555-555-5555

Policy Number:  007254528
Call Date:  Today’s Date

Channel of Contact:  1-800-Allstate

Initial Request:  Has a question about her bill.

	
	
	Coach Checklist

Make sure that the “CIA” completes each step in the Greet Customer process:

· Enter the queue**

· Review comPass/LCD information**

· Greet Caller

· Identify Caller

· Identify Need

**The CIA will not be able to complete these steps in the role play activity.  If the CIA does not tell you what he or she is doing, ask the CIA the following question(s).  Be sure to write down the CIA’s answers.

· How would you know what know what channel this call came in on?

· What would the LCD read?  (The CIA can use SCORE to answer this question)


	
	
	Scenario 2:  Claybourne Craig (Wife – Christina)

Customer Data

Address:  707 SE 88TH AVE, Portland, OR  97216

Phone Number:  555-555-5555

Policy Number:  017582142

Birth Date:  October 17, 1958

Call Date:  Today’s Date

Channel of Contact:  Agent forwarded

Initial Request:  Would like to check on the status of his policy.

	
	
	Coach Checklist

Make sure that the “CIA” completes each step in the Greet Customer process:

· Enter the queue**

· Review comPass/LCD information**

· Greet Caller

· Identify Caller

· Identify Need

**The CIA will not be able to complete these steps in the role play activity.  If the CIA does not tell you what he or she is doing, ask the CIA the following question(s).  Be sure to write down the CIA’s answers.

· How would you know what know what channel this call came in on?

What would the LCD read?  (The CIA can use SCORE to answer this question)


	
	
	Scenario 3:  Sharon Martin

Customer Data

Address:  6814 SE 18TH AVE, Portland, OR  97216

Phone Number:  555-555-5555

Policy Number:  087915949

Vehicle Model Year:  2001

Call Date:  Today’s Date

Channel of Contact:  1-800-Allstate

Initial Request:  Was wondering if she could pay her bill via automatic withdrawal.

	
	
	Coach Checklist

Make sure that the “CIA” completes each step in the Greet Customer process:

· Enter the queue**

· Review comPass/LCD information**

· Greet Caller

· Identify Caller

· Identify Need

**The CIA will not be able to complete these steps in the role play activity.  If the CIA does not tell you what he or she is doing, ask the CIA the following question(s).  Be sure to write down the CIA’s answers.

· How would you know what know what channel this call came in on?

· What would the LCD read?  (The CIA can use SCORE to answer this question)

	Debrief this activity by discussing the following:

· What was the easiest part of the role play?

· What was the most difficult?

· How did each participant do in completing each of the steps?

· What are the steps in the Greet Customer process?
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Discussion: 
25 minutes

Present Assess Request slide.
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	Assess Request

You will learn about how to handle various requests later in the curriculum.  For now, let us focus in on how to be sure you understand the caller’s request and determine if you can handle it.

	Explain each of the steps in the Assess Request process.
	
	There are five tasks associated with the Assess Request process.

· Assess Need

· Transfer Call (if necessary)

· Authentication

· Verification (CIR/SCIP only)

· Reconfirm Need

	Explain the Assess Need step and inform the participants that they will be doing a role playing activity to practice asking probing questions to assess a customer’s need in a few minutes.
	
	Assess Need

In this step you will decide whether or not you can handle the customer’s request.  If you are not able to handle the customer’s request, you will transfer the customer to the proper area for assistance.  We will cover handling call transfers later in this course.

During this step, it is very important for you to ask probing questions to determine in order to accurately assess whether or not you can handle the customer’s request.

	Answer:  Ask this question to the class and invite the participants to state their answers to the group.  This question can spark some discussion.  Make sure the discussion includes the following points:

· The CICs provide full support for the following lines:

· Auto lines 10 & 19

· Property lines 62, 70, 64, 71 and 78

· The CIA will take payments for the lines listed above and all other lines as indicated in on SCORE in CIC Supported and Unsupported lines.

If the participants stop with the first statement, ask, ”What other lines can you take payments for?”  Direct the participants to  SCORE, Supported and Unsupported Lines 
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	· What are the lines that the CICs support?

	Answer:  In most cases, transfer the call to an Agent.
	
	· What would you do with a request for service for a line the CIC’s do not support?

	Ask the participants to recall some of the tasks they can perform from the Introduction to Standard Call Flow. 


	
	Tasks You Can Perform

In your role as a Customer Insurance Associate, you are able to perform a number of tasks.  Let’s review those tasks.

	Answer:  Transfer the call to the proper party.
	[image: image61.wmf]
	· What would you do if you received a call that should have been sent to a CIR or SCIP?
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	See Assess Need in SCORE for a list of tasks the CIA can perform and for a list of tasks that other CIC employees can perform.

Also see the Assess Request scripts in SCORE for suggested statements to use in clarifying the customer’s request. 


	
	
	Direct Distribution States

The CICs handle calls from 31 states.  These states are referred to as DD states because; they receive service from the CIC and the Internet, both Direct Distribution channels.  An agent provides service for customers in the other states.  There is a small group of CIAs who provide a very limited list of services for the customers in these non-DD states.

	Ask the participants to toggle to SCORE on their desktops, then discuss the question to the right.

Answer:  The state information links at the bottom of the SCORE screen lists all the DD states.  Non-DD state information can be reached through the Non-DD link.
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	How can you tell if a state is a DD state?
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Discussion: 
5 minutes

Explain the Transfer the Call step in the Assess Request process.
	
	Transfer the Call

If you are unable to handle the customer’s request, you will transfer the call.  You may be transferring the call to another CIC employee such as a CIR, SCIP or Team Lead.  You may also be required to transfer the caller another Allstate group such as the National Claims Service Centers (NCSC) or one of our other Service Partners.

	Explain the term “Service Partners” to the participants.
	
	Service Partners

A Service Partner is simply another department or part of Allstate.  We have agreements with each of our Service Partners.  These agreements describe the type of service and/or information that the other department will provide for the CIC and the type of service and/or information that the CIC will provide to the Service Partner.  

	Direct the participants to these resources on SCORE.
	[image: image65.wmf]
	The VDN Transfer List in SCORE provides phone numbers you will use to transfer calls to another part of the CIC and to our Service Partners.

The Service Partner Transfer Process in SCORE describes how to transfer calls to CIC Service Partners.

	Transition:  Now that we have talked about the first two steps in the Assess Request process, let’s do an activity to practice.
	
	We will be covering more information about call transfers later in this course.  In the meantime, remember the resources available to help you decide whether or not you can handle a customer’s request.


	[image: image66.wmf] 


Activity: 
15 minutes

Explain the activity to the participants.
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	Activity:  To Transfer or Not to Transfer . . . 

Purpose:  To practice determining whether or not a call can be handled by the CIA or should be transferred to another Allstate area.

Directions:  On your own, work through the list of situations below.  For each situation, use Supported and Non-supported Lines, the state list and Assess Need on SCORE to determine whether or not you can handle each call.


	13. A customer from a Direct Distribution state received a cancellation notice and is concerned because he thought he already made a payment.

14. A customer from a non-Direct Distribution state wants to change the address on his/her Boat/RV (Line 90) policy.

15. A customer from a Direct Distribution state wants to purchase auto insurance (Line 10) for his/her two cars and a pick-up truck.

16. A renters (Line 64) policyholder from a Direct Distribution state has a question about his/her bill.

17. A Mobilehome (Line 32) policyholder from a non-Direct Distribution state wants to pay his/her premium.

18. A Life policyholder from a Direct Distribution state has some questions about his/her coverages.

19. A customer from a Direct Distribution state has some questions about his/her Flood (Line 73) insurance coverage.



	Debrief this activity by reviewing the answers to each situation as a large group.

Transition:  The next step in the Assess Request process is Authentication.
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Discussion: 
10 minutes

Introduce authentication and have the participants locate the instructions for authentication on SCORE.
	
	Authentication

The next step in the Assess Request process is to authenticate the customer.  It is important to ensure the caller is actually the person he or she is claiming to be.  You will authenticate the caller to make certain that you are receiving information from and giving information to the appropriate person.
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	See Authenticate a Caller on SCORE.

	Review the information regarding services that require and do not require authentication.
	
	In the SCORE information, note that there are certain services you can provide for the customer that do not require authentication.  Notice that you do not need to authenticate a customer calling in to make a payment or verify a payment amount or due date.  However, if a customer needs to discuss an issue related to policy status, you must authenticate the customer.

	Answer:  Yes.  Enrollment in payment plans requires you to authenticate the customer.
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	· If a customer wishes to enroll in the EZ Pay plan, should you authenticate?

	Answer:  Yes.
	
	· If a customer would like you to send a reprint of his/her bill, should you authenticate?

	Answer: Yes.
	
	· If a customer is requesting that a NSF fee be reversed, should you authenticate?
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Demonstration: 
15 minutes

Demonstrate collecting the proper customer information and searching for a customer in CIS/Mainframe.  Stop and ask the participants questions to the right as you perform the demonstration.  Have the participants use SCORE to find the answers to your questions.

Indicate the fields/screen in CIS/Mainframe that needs to be checked for each piece of information as you demonstrate.
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	Demonstration:  Authentication in CIS/Mainframe

Let’s take a look at the process for authenticating a customer in depth.

Record the customer information in the space below during the demonstration.

	Instructor Note:  CIS/Mainframe does not have a training environment.  You will need to obtain a policy number for a live policy to complete this demonstration.

Answer:  Customer Name.
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	· According to SCORE, what is the first piece of customer information you need?

	Answer:  Policy Number 
	
	· What other information must the customer provide?

	Answer:  One of the following in the order listed:

· Birth date (CFS screen or OL screen)

· Name of another person on the insured’s policy (AB screen)

· Vehicle model year (IS screen)

· Last 4 digits of his/her social security number (CFS screen or OL screen)
	
	· What else does the customer need to provide?


	Answer:  

· Apologize and inform the caller that you are not authorized to complete the request based on the information they provided.

· If appropriate, explain the type of information that can be given which does not require authentication.

· Transition the call.
	
	· If the customer cannot provide the information you requested, what should you do?

	Transition:  Now that you have completed Authentication, you need to reconfirm the customer’s request.

Ask the participants to navigate back to the main page for Assess Request in SCORE.
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Discussion: 
5 minutes

State:  Although the next step in SCORE for the Assess Request process is Verification, you will not be performing this task.  So, we can move on to Reconfirm Need.
	
	Reconfirm Need

The next step in the Assess Request is to reconfirm the customer’s need.  This step is necessary to ensure that you understand the customer’s request.

Recall the information you learned in the Customer Relationships course.

	Answer:  The answer to this question could include anything from the Customer Relationships course.  Make sure that LAER is discussed as part of the answer to this question.
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	What information do you remember from this course that you might be able to use in this step?

	Direct the participants to the instructions for Reconfirm Need on SCORE.
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	See Reconfirm Need under Assess Request in SCORE.

	Answer:  This is an open-ended question.  There is no right or wrong answer.  The participants may give answers such as:

· Do you have a question about a particular section of your bill?

· Are you calling regarding a previous payment?

· Please tell me your question.
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	· What questions could you ask if the a customer told you, “I have a question about my bill.”

	Answer:  Once again, there are no right or wrong answers to this question.  Participants may state:

· Do you think you received this notice in error?

· Did you make a payment on this policy recently?
	
	· What could you ask if the customer told you, “I received a cancellation notice.”

	Ask the participants to locate the Billing Request scripts.
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	The Billing Requests scripts in SCORE can also help you with this step.
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Role Play: 
10 minutes

Allow 3 or 4 minutes for each participant.  Use the last 5 minutes of the activity to debrief.

Explain the activity to the participants.

Note:  Prior to the class, the following files should be loaded onto each PC in the classroom for the Authentication portion of the activity:

· AuthenticateCraig.doc

· AuthenticateDavis.doc

· AuthenticateMartin .doc

The participants should use the screen shots in these Word files to walk through the Authentication process.
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	Activity:  Assess Request Role Play

Purpose:  To allow participants to practice the steps of the Assess Request process.

Directions:  Participants will return to their small groups of three from the Greet Customer Role Play.  Using the three scenarios described on the next three pages, each person will take a turn in the following roles:

· Customer/Caller

· CIA 

· Coach

Each person will only play one role per scenario.

When in the role of the CIA, each participant will complete each of the steps in the Assess Request process as he or she responds to the person in the customer/caller role.  As a “Coach,” the participant will help the person in the CIA role as needed. 


	Authentication:  Cleo can be authenticated by giving her policy number and her husband’s name, Samuel.
	
	Scenario 1:  Cleo Davis (Husband – Samuel)

Customer Data

Address:  6212 SE 17th Portland, OR  97202-5306
Phone Number:  555-555-5555

Policy Number:  007254528
Call Date:  Today’s Date

Channel of Contact:  1-800-Allstate

Initial Request:  Has a question about her bill.

Additional Information:  Cleo has received a cancellation notice in the mail, but is pretty sure that she sent a payment.

	
	
	Coach Checklist

Make sure that the “CIA” completes each step in the Assess Request process:

· Assess Need

· Transfer call, if necessary

· Authentication**

· Reconfirm Need

**The CIA will not be able to authenticate the customer on the CIS/Mainframe system.  Make sure the CIA uses the screen shots on the hand out provided and ask the CIA the following questions.  Be sure to write down the CIA’s answers.

· What screen would you use to authenticate the customer?

· What field would you check for the necessary information?


	Authentication:  Claybourne can be authenticated with his policy number and birth date.  His birth date is captured in the system.
	
	Scenario 2:  Claybourne Craig (Wife – Christina)

Customer Data

Address:  707 SE 88TH AVE, Portland, OR  97216

Phone Number:  555-555-5555

Policy Number:  017582142

Birth Date:  October 17, 1958

Call Date:  Today’s Date

Channel of Contact:  Agent forwarded

Initial Request:  Would like to check on the status of his policy.

Additional Information:  Claybourne had received a termination notice in the mail and spoke to his agent about “reactivating” (reinstating) the policy.  He wants to see if his policy was active again.

	
	
	Coach Checklist

Make sure that the “CIA” completes each step in the Assess Request process:

· Assess Need

· Transfer call, if necessary

· Authentication**

· Reconfirm Need

**The CIA will not be able to authenticate the customer on the CIS/Mainframe system.  Make sure the CIA uses the screen shots on the hand out provided and ask the CIA the following questions.  Be sure to write down the CIA’s answers.

· What screen would you use to authenticate the customer?

· What field would you check for the necessary information?


	Authentication:  Sharon can be authenticated by giving her policy number and her vehicle model year.  She does not have a birth date on file.
	
	Scenario 3:  Sharon Martin (Only person on policy)

Customer Data

Address:  6814 SE 18TH AVE, Portland, OR  97202

Phone Number:  555-555-5555

Policy Number:  087915949

Call Date:  Today’s Date

Channel of Contact:  1-800-Allstate

Initial Request:  Was wondering if she could pay her bill via automatic withdrawal.

Additional Information:  None

	
	
	Coach Checklist

Make sure that the “CIA” completes each step in the Assess Request process:

· Assess Need

· Transfer call, if necessary

· Authentication**

· Reconfirm Need

**The CIA will not be able to authenticate the customer on the CIS/Mainframe system.  Make sure the CIA uses the screen shots on the hand out provided and ask the CIA the following questions.  Be sure to write down the CIA’s answers.

· What screen would you use to authenticate the customer?

· What field would you check for the necessary information?

	Debrief this activity by reviewing each of the steps in the process and asking the participants to describe how they performed each of these steps during the role-play activity.
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