CUSTOMER HANDLING
SKILLS TRAINING
DELL, INC. (TECHNOLOGY)

CUSTOMER HANDLING
SKILLS - THE KEY TO
EXCEPTIONAL
CUSTOMERSERVICE

About the Customer

The Customer’s Needs

Dell, Inc. is an American privately owned

Dell strongly believes that the key to having a

multinational computer technology company

successful business is a relentless focus on not

based in Round Rock, Texas, United States. Dell

just good customer service, but totally

develops, sells, repairs and supports

awesome customer service. And so in its

computers, and related products and services.

consistent emphasis to improve customer

The company is one of the largest

service, speciﬁcally where ﬁeld technicians are

technological corporations in the world,

involved, Dell was looking for a web-based,

employing more than 103,300 people

experiential training, which integrated the

- A fortune 500 company.

worldwide.

following objectives:

-One of the largest
technological corporations
in the world, employing
more than 103,300 people
worldwide.

Dell sells personal computers, servers, data

Dell at a glance:

- Dell sells personal
computers, servers, data
storage devices, network
switches, software,
computer peripherals,
HDTVs, cameras, printers,
MP3 players and also
electronics built by other
manufacturers.

storage devices, network switches, software,
computer peripherals, HDTVs, cameras,
printers, MP3 players and also electronics
built by other manufacturers. The company is
well known for its innovations in supply chain
management and electronic commerce,
particularly its direct-sales model and its
"build-to-order" or "conﬁgure to order" approach
to manufacturing—delivering individual PCs
conﬁgured to customer speciﬁcations.

Incorporate Dell’s guidelines for achieving
customer satisfaction with learners.
Integrate key concepts related to a "moment
of truth", taking every interaction with a
customer as being an opportunity to satisfy
and impress them.
Include parameters used by Dell to evaluate
service performance.
Audience for the training included:
Dell Certiﬁed Systems Engineers
Dell Service Providers
Field Technicians
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THE INFOPRO DIFFERENCE –
LEARNING FOR PERFORMANCE

THE INFOPRO SOLUTION:

INSTRUCTIONAL STRATEGY

After analyzing Dell’s customer support

InfoPro developed a Level 2 to 3 Web-based

process, InfoPro proposed a multi-path and

Training (WBT) using a combination of

multi-role training program to encompass the

several instructional design strategies to

entire customer support lifecycle starting with

impart learning at Bloom’s Level 1 to 3 –

Dell’s callcenter agents and ending with ﬁeld

knowledge to application level.

technicians. This training program included a
multi-path as it was targeted for both client and
enterprise-ﬁeld technicians.

The content for the WBT was wrapped in
easy-to-understand capsules. The best
instructional strategies such as Gagne’s Nine

InfoPro developed a web-based training

Events and Adult Learning Principles were

involving the following key areas:

implemented.

Delivering the best customer experience
Understanding the ‘moment of truth’
Evaluating service performance
Apprising the Dell dispatch process
Handling scheduling errors
Handling difﬁcult customers

These strategies emphasized qualities that
are critical in adult learning tasks, such as the
importance of experience, self-direction,
intrinsic motivation, and immediate value in
learning activities.
Based on the idea that knowledge cannot be
known and fully understood independently of
its context, scenario-based instructional

Technologies & Tools used:
-Flash
-XML
-Section-508 Compliant
- Instructional Approach:

strategy was also applied to provide a real-life
context.
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- Gagne’s Nine Events
- Adult Learning Principles
- Scenario-based instructional strategy

DESIGN STRATEGY
Two types of scenarios were designed,

The learners are presented with self-running

role-based—with probing questions and

demos consisting of a series of screen

customer's responses and situation based

captures forming a real-life scenario. Demos

given in a particular situation, how a learner

are used to showcase and provide supporting

will troubleshoot/resolve a problem.

text instructions for the connecting steps

The training also includes inline questions at

involved.

the end of each lesson, designed per Bloom’s

Once the learner views the self-running

Level 1 to 2. Upon attempting the inline

demos, they have a “Try It” option, which

questions, diagnostic feedback is provided to

consists of the interactive simulation, where

the learner. Post training assessments

learners can try the same steps on their own.

include Didactic questions and

The interactive strategy provides instructions

Drill-and-Practice activities.

along with feedback at every step when the
learner makes a mistake or deviates from the
procedure.
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THE INFOPRO DIFFERENCE –
LEARNING FOR PERFORMANCE

TRAINING
OUTCOMES
While InfoPro delivers
signiﬁcant value through
its innovative use of
technologies, our process
excellence doubles the
value delivered to our
customers
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With over two decades of experience in developing learning and training solutions, InfoPro worked together with Dell as a partner to understand
the vision Dell shares and giving its best in the form of engaging training for improved customer satisfaction. Major training benefits included:

Dell’s foundational principle of good customer experience was incorporated with its customer support line.
Customer support staff gained conﬁdence and were motivated to deliver the highest customer experience.
Customer satisfaction ratings increased signiﬁcantly as measured after 3 months of training delivery.

THE INFOPRO DIFFERENCE –
LEARNING FOR PERFORMANCE

AWARDS &
RECOGNITIONS

INFOPRO LEARNING –
THE RIGHT CHOICE
InfoPro Learning helps organizations rapidly
transform talent by focusing on Learning for

- 2014 & 2013
TrainingIndustry.com
“Top 20 Content Development
Companies” List

Performance.

- 2014 & 2013
TrainingIndustry.com
“Top 20 Training Outsourcing
Companies” List

blended learning solutions and managed

- 2013
“CLO Learning In Practice”
Silver Award

A global, award-winning learning and training
solutions company for almost 20 years, InfoPro
provides performance improvement strategies,
training programs. At InfoPro, performance
innovation, cutting-edge technology and a
talented team are combined to deliver
successful workforce solutions and business
outcomes. InfoPro Learning is obsessed with
helping customers build training capacity,
advance their practices and respond effectively

- 2012
Brandon Hall Gold “Excellence
Award for Content Development”

to changing learner needs.

-2012
Brandon Hall Gold Excellence
Award for “Best Advance in
Social Learning Technology

For more information about InfoPro Learning, Inc.,
visit: www.infoprolearning.com, call (609) 606-9984 or
email us at info@infoprolearning.com

Performance
Improvement
Consulting
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Learning
Framework

Learning &
Development

Learning
Platforms

Training Delivery
& Management

