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We are so glad you have decided to use ICMI’s Online Training Pass to meet the training needs of
your contact center. To help you make the most of the product, this document provides some
helpful information to get you started. For information on accessing reports, please see separate
documentation on the Training Dashboard.
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What You Need to Know to Get Started

Via email, you should have received an organizational access code. Everyone who accesses the
Online Training Pass will need this code the first time they log in.

Accessing the Online Training Pass
1. Using any web browser, go to onlinetraining.icmi.com.

JITITC
[raining

PASS

cmr K

Thaek you lor visiting SCMIs Onfine Trainieg Pass 106 Contact Centars! Keep yeur @768 0t 100 i conten Being adided Bréoghout The year. Our nemest sgant
traning festures blended leaming « modufar leamng exeCses. QUIIeSs and faciiators guides — 10 enhanceo mtection and accessibdty in the busy conlact centor
envirorment

IMPORTANT NOTE: in arder to enable robust repoding for Adminstrators of the Onlne Training Pass - induding detaded activity on individasl users within your
COMPOTTYy — e raguive users 10 be logged inte an ICM) V‘;‘:m sccont. The collectad infoemation is Tor the sole use of your compary. sod will not be usad by ICMI for
a0y purpass ciher than providieng your A0mnissninon with peogress fepons If you do ndt @ready have an omi com adcoum you Can creale an adcouns dectly on ths

page by clicking “Register Account” below

Email
Password

Remember Me

m B oo o e

2. Ifyou already have an icmi.com account, use that login to enter the Online Training Pass. If you
do not already have an icmi.com account, click on Register Account to set one up.
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Sign Up for a User Account

First Name:

Last Norme: All fields must be filled in to create an account.
Email:

Password:

Confirm Password:

Security Question:

Security Answer:

Login Click on Create Account to create your account.

If you signed up for a new account, the next screen you will see is this one:

Don .
[raining

ASS

online HNEESSS===
.

Thari you for vislting ICMI's Online Trainng Pass for Contact Centerns! Keap your syes out fol new content baing added throughout the year. Owr newest agent
training features blended lnamng mMocdar adeaming RXUTISES, QUIZZeS and facditator's guides - to enhance retention and accessibility i the busy contact center
enviionment

IMPORTANT NOTE: In arder to enable roburst reporting for Administrators of the Online Training Pass - including detalled activity on individual users within your
COMPAy — we require Uses to be loggad inta an ICMI com account. Tha collectad infarmation & for the sole use of your company . and will not be uzad by ICMI for
any purpose other than providng your Administrater with progress reports If you do not already h-nc an icmi com account you can create an account deectly on this
page by clicking "Ragister Account” balow

Account Sign Up Complete

You have successfully created an ICMI com accourd. You may now view your OnDemand courses
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If you logged in with an icmi.com account or after you click View Courses from the Account Sign Up
Complete page, you will next be prompted to enter your company’s Access code.

3. Click on View Courses and you will be prompted for your company’s Access code:

online
training
L_PASS —

Please submit your company access code when prompted. If you do not have an access code, contact your company administrator.

We hope you enjoy your ICMI Training experience. If you have any questions. please feel free Lo contact us at lemi@icmi.com of B00.672.6177.

Access codo:

}

4. Type in your company Access code and press Continue.

You now have access to all of the courses in the Online Training Pass.
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Navigating within the Online Training Pass
On the Home page:

CATEGORIES shnw s traming

SHOW ONLY
) Courses Available

() Agentis)

() Supervisor (20} o CHCkon one or morg categories on the left 1o see the courses avallable In that category.

!:‘) Quality {5) o Or use search 19 return a st of courses cavering a speciic topic.

—~ » To sccess & course. Just Click on a course name Below @nd then on the Register button to Degin the course
) Workforce

» To gt back to the course Hsting from within any course, click on the Online Training Pass logo in the bilue header tar
Management [8) =
~ Foat o Ay course materials are downloadatile from the Goxrse
() Manager (34)
» Facilitator Guldes [for blending onfine ant! claswroom learning, aAnd for supplemental activities) are availatie for agent
'8 ra
N Director (29) codrses by clicking on Acditional Materials lor Facllitators betow (which can quickly be found by clicking the Facllitator

() Fachitators (1) category to the lett)
() Knowledge bank
(25)

() Operations
knowleage (17)

Your have permission to print enough coples of course materials for each persan participating at your Jocation only
Al materinl s copyrighted and you wre prohibited froum regeoducing It or using It far any mesns apart from particpation

In thase cowrse

() Customers Ifyou have any questions, please contact ICMI at imigieml.cam or 8008726177,
knowledge {B)

Search {s now availlable. Want to see where 2 particular topic Is covered? Use the Search box to return a Nst of all courses that
cover the topic.

An Agent’s Role in
Contact Centers

Blending Sales and
Service

Managing Customer
Contacts with Quality

Tota] Run Thee » § howr, 40 minuies Toasl Bun Thone « 1 v, 39 minutes Totsl Bum Teme = 3 homrs, 2 minuies

An Agent’s Role In Contact Canters Blending Sales arvt Service Managing Customer Contacts with
Quality

You can scroll down the page to see all courses, or you can select one or more categories in the left
panel to only show the courses that fit that category (as shown in Figure 1 on the next page).

Click on the category again to remove it or click on show all next to the CATEGORIES label in the
left panel.
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CATEGORIES shoow 3! |
(online
- raining
SHOW ONLY: | _PASS ]
) Agent (5]
o Courses Available
° Supesvisor (7]
) Quality (13 Cich an onm o more categories an the left 12 200 fin courses svalatie i that category To acores & corese. just dick on 3 coorse name bolaw
Woarkforee Any course matonas os amminadet fom Mo cowsn T aclitotor Guides hr 3gent coursas e avalatia by channg on Adidonyl Hatonals tr
Management (1) Failaory bekw You have permiseon & prinl snough copies bo asch parson parScpoting ol yoo locstion orty Al maleisd s copgrgited s
D Manager (6) YR arw priihad fom Eedocng o0 using 100 Aoy eeans agdit o pamidpaion in these courss
Director {4) T 30U v Any Questions. phease contact ICMI s Eé@iemi com o 800 672 6177

) Facilitators (1)

Operations info (5) AGENT COACHING SERIES:

AGENT COACHING 5
FUNDAMENTALS Supervising Other People Giving Feedback

() Information course
{5)

«m LAl «m

Contact Center Fundamentale Agent Coaching Serles: Supervising Agent Coaching Serles: Giving
Other Peopie [1stin S Feedback [2nd In serfes)

AGINT COACHING SERIES: HIRING AND
Aprammsy [ ot gre 16 | e pen v (W estapimre o'm.nua

Ireerreng Pastrmeacrs Ty Eiewe (oA TG
Dagrivy Degnrrem Tirmer: Proress tredmce

e &

Agent Coaching Serles Hiring and Onboaraing Motivation Through Collaboration

e —
Figure 1: With Supervisor checked, only the 7 courses designed for supervisors will be visible.

Additionally, you can type a key word or phrase into the Search box to find all courses and lessons
that are tagged with that word. (See Figure 1a on next page.)
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Q

torecant

CATEGORIES www ot
Forecasting, Staffing,

Fore i atfiy 5 T
and Scheduli g ofrecasting, Staffing and Scheduling

SHOW OnNLY Total Ba Tirsa » 1 hunse, 30 minates
() Agent(2)

() Supervisor (9)
() Quality i0)

() Warkfores
Management {13)

O Manager (9)
() Director {9
() Facilitators (0)

Operations Knowledge Bank: Forecasting Definitions, Principles, and Methodologies

) Knowledyge bank (7)
() Operations
knowledge [7)

() Customers
knowledge (0)

Operations Knowledge Bank: Forecasting & Staffing for Non-Fnone Contacts

@ Forecasted Call Load v Actial
m Forecasting Principles and Methodologies

Figure 2: Search results for forecast

To remove the search, just click on the X in the header—before the number of results.
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To see more information on the course, just click on it.

An Agent's Role in Contact Centers

A successful contact center requires a number of things to be
perfectly balanced and aligned. Discover the important role

AN Acnm's Ro‘ln that you play within the contact center and how the "power
IN CONTACT CENTERS of one" impacts both your customers and fellow employees.

Total Run Time = 1:39:47

Register | FREE
G e
About this course Curriculum
A successful contact center requires a number of things to be perfectly balanced and e Module 1 The Dynamic Contact Conter
aligned. Discover the impartant rote that you play within the contact center and how Module 2: The Three Drtving Forges of
the “power of one” impacts both your customers and fellow employees. Contact Centers

e Moduie 3: The Planmo® and Management
Modute 1: The Dynamic Contact Center with 3 lessons plus quiz. 19:05

Process

Modute 2: Three Driving Forces of Contact Centers with 3 jessons plus quiz, 17:25 e Module 4; Koy Individual Performance
Oujectives

Module 3: The Contact Center Planning & Management Process with 5 lessons plus E Provicde your teedback

quiz, 39:42

Moduie 4: Key Performance Objectives for Individuals with 4 lessons plus quiz, 20:24

Figure 3: Information on the course appears when the course is selected.

Not all courses will have an introductory video, but if the course does (as in Figure 3) that will be on
this screen along with a short description of the course, a module listing and additional information
about the course. To enter the course, click on the Register button.
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Figure 4 shows the screen after you have registered for a course.

I'nank you Tor regis g Your order 1D i /7

AN AGENT'S ROLE IN An Agent's Role in Contact Centers
CONTACT CENTERS
0 of 5 lessons complete

dcmi

Course Overview
o a Module 1; The Dynamic Contact Center
O B Module 2: The Three Driving Forces of Contact Centers
o a Moduile 3: The Planning and Management Process
o a Module &; Key Individual Pesformance Obyectives
o E Provide your feedback

Figure 4: After registering for the course, you are ready to work through the modules.

Click on any module to begin the course. The next two pages are labeled with navigation
instructions.
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Navigation within a regular course

Module 1: The Dynamic Contact Center

Basic Instructions

Batore starting this course, please take a minute ¢
download the Particpant Workbook from the

i J vk (1o Nght Corner

Un shides contaming videos, please note that you wil
not be able to advance until you have reached the

end of the videe

<€

<
Praw
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Navigation within an information course

Information courses are text-based and some have exercises to help reinforce the material. Only the differences from the
regular course are marked below.

2.2 Workload Arrival Types

Menu
22 W hlaad Arvl Types

Ry Nowm

Faplaneenn -
e 2.2 Workload Arrival
Random Peormal] Arrival, comm, L]
Smooth Trammc
Pedent] Trufe

* 23 - Natching « Trafte Arvivpl Types
Inatrucsany
Questicn Shrke
Queshion Side

* 23 - trusduise - Teathe Mrrivel Ty

Far conmery nepp

andorn ool arrival does pot im
Peaved wafie & the st um
Pasberd €% arrival o refirs .,

Pt & grven sarais bevel, puakod.

Prey
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Ask a Question
When you are within a course, clicking on the down arrow next to your avatar gives you the option
to send ICMI a question about the course.

My atie

AN AGENT'S ROLE IN An Agent's Role in Contact Centers
CONTACT CENTERS 0 of 5 tessons complete

Ask 3 Grmation

S Out

dacmi

Course Overview

O B Moduly 1 The Dynamic Contict Certar
O B Module 2 The Three Deiving Forces of Comtact Canters
O B tudule3 The Planning and Managsment Process
O B Modute 4 Kev Individus| Perfotmence Obiective
O B Provice you reeabacs
This will open an email like the one below. If the computer you are working on does not have email
access, you will get an error message.

. . 5 | e — e — P - _
EEIl™ B At i * Question about An Agent's Role in Contact Centers - Message (HTML) [E=2E5 X ]
"(ﬁ?’ Message Insert Options Format Text Review Adobe PDF (A~ o

(== - — — A @| — X S

j ® lcaibn  v|12 <A A | EviE- @ |8 8ﬂ @l g 0 ’L? ¥ Faliow Up .\{
- & o ) ¥ High Importance
Paste B 7 U - A~ ‘|§i§ = | §= 3= | Address Check | Attach Attach Signature Zoom
x 4 - —J Book Names File Item~ * 4 LowImportance
Clipboard 1 l Basic Text I | Names | Include | Tags x| Zoom |
To.. || oM |
S
Cc.. J }

Send

Subject: | Question about An Agent's Role in Contact Centers j

» 1550

I-Iello, | have a question in your online course "An Agent's Role in Contact Centers":

** TYPE QUESTION HERE **

Please be specific in your question and someone from ICMI will respond within two business days.

Signing Out

If anyone else might come along behind you and use your computer, it
becomes very important to sign out of the Online Training Pass. To do
this, click on the down arrow next to your avatar in the top right corner (in
the dark blue header bar) and select Sign Out.

My Profile

Sign Qut

©2015 International Customer Management Institute (ICMI) | icmi.com 12
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Every user has a profile in the Online Training Pass which may be m
accessed on any page. Just click on the down arrow next to the person’s

head in the upper right corner of the page. Then click on My Profile. My Profile

If others share your computer, itis a good idea to upload a picture for Sign Out

your profile as it will appear in the upper right corner of every screen and
you can always be sure that you are working under the right account.

Your Profile

Name DocisCarr #

Emel I
Authorized via IcCm

Registration Complete Recwtvn notfications

For hest results, use a square image

As you can see, your name, email address, and company appear on this page, as do all of the
courses you had registered in. You cannot edit any of these fields within the LMS. To change
your name or email address, go to icmi.com, log in (if you are not already logged in) and then click
on Account at the top of the page. Once you have changed your email address on ICMIl.com, you
will have to use the new email address to log into ICMI’s Online Training Pass.

If you would like to, you can upload a picture of yourself by clicking on the Upload new file button.
That picture will be your avatar and it will appear instead of the generic head in the upper right
corner of every page in the Online Training Pass, as on the next page.

It is particularly a good idea to add a picture if other people may be working on the same
computer. If you update your avatar, you will always know that you are working in the Online
Training Pass on the correct account. It would be terrible to do a lot of work and have it credited to
someone else’s account. This cannot be transferred should that happen.

The Receive notifications checkbox for each course has to do with receiving email
announcements about the course, usually in reference to updates or notifications of course
retirements. Unclicking on the box will unsubscribe you to all announcements in relation to that
course.
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Clicking on a course you have registered for that is listed on Your Profile page, will take you
directly to that course.

essfdly uplouded & tew avatiur

Your Profile

Name DocsCarr
Email |
Authorized via 1CM
\
Hogrurations Complete Hecatve notifcations
V A Agent'y Role in Contact Centerr L
Operations Infurmation: 2 The Oviving Forcas of Contact Cantiard ?

For best results, use a square image.

Materials for Facilitators

The Agent-level courses have Facilitator Guides to help with

blending the online learning with instructor-led training.

Supplemental exercises and suggested course flows are provided.

To access these materials, click on the course without a picture pdditional Materials for Facilitators
entitled Additional Materials for Facilitators.

Additional Materials for Facilitators

Facilitator Guides for Agent Courses

Click on Register
Note: This sends notification to ICMI that
you are accessing the materials.

(3 o= REEE
About this course Curriculum
Here you will find the Faciitator Gukies for the agent courses. Participant workbooks LQ An Agent's Roke in the Contact Center
can be downloaded from each course m Wencing Sales acd Service
B Managing Custermner Contacts with Craity
@ Managrg Difticon Customer
@ Writteo Commumscation Skilh
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Additional Materials for Facilitators

0of 5 lessons complete

Course Overview

O [ AnAgent'sRole in e Contact Center
Click on the course for which you want the
Facilitators Guide.

O m Bencng Sakee and Service
O [ Managing Customer Cantacte with Quaity
O m Managirg Difficult Customess

o m VW itten Comimsinscation Skills

Anyone who registers for Additional Materials for Facilitators or who downloads one of the
Facilitator Guides will appear on all reports in relation to the Online Training Pass.

— online
Bl training|

An Agent's Role in the Contact Center
details
&1

AN AGENT'S ROLE
IN CONTACT CENTERS

|

e ; The Facilitator Guide opens in a course
Facilitator Guide window. You can scroll through it and read
on screen, or save and/or print a copy by
using the .pdf menu or save a copy with
the download link.

Next will open the Facilitator Next
Guide for the next course.
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