
 

© Global Courseware 

 
  



 

© Global Courseware 

Module Two: It Starts at the Top 

There is a very common saying, ‘Attitude reflects 

leadership.’  A manager sets the tone for the whole staff.  

If a manager shows the staff that having the appropriate 

information is important, it will be more likely to be 

utilized.  You can help your staff be the best contact 

center possible by creating an open culture, knowing the 

goals of the company, knowing your employees’ job 

duties, and being able to identify additional training 

opportunities. A manager has to have their eyes peeled at 

all times for new information needed, and new ways to 

deliver that information.  

 

Create an Open Culture 

When you are a manager, it is important that you create an open culture with 

your staff.  What is an open culture?  An open culture means that as a 

manager, you are creating an environment where employees feel free to 

share ideas and concerns. This type of environment helps employees feel 

empowered and important, which helps them want to come to work and do a 

great job.  When an employee starts to feel like they don’t matter to a 

company, it can bring down, not only the whole department, but the company itself.  Here are some 

ideas that will help you create an open culture in your company: 

Lose the door – taking out the door or leaving your door open tells your staff that you’re available for 

them. 

Don’t be secretive – you are not working for the Pentagon, tell the staff what’s up.  When you as a 

manager keep secrets, it has a tendency to make the staff feel paranoid, and/or unimportant.    

Recognize that change is not always black and white – change can be hard on anyone.  There will 

always be the good with the bad. Let your staff tell you their opinions on changes that were made.  Be 

open to their concerns and suggestions   

If you’re not serving the customer, your job is 

to be serving someone who is.   

       

   Jan Carlzon 
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Have one on one training sessions with your staff members- this helps the staff members get to know 

management on a more personal level, and makes them more likely to voice concerns or suggestions 

later on.   

 

Estimated Time  8 minutes 

Topic Objective Review creating an open culture. 

Topic Summary 
Create an Open Culture 

Discuss what an open culture is and why it’s important. 

Materials Required Flipchart/board, marker 

Planning Checklist None 

Recommended Activity 

Discuss the section as a group.  What additional ways can you come up with 

to create an open culture in your company?  List suggestions on the board, 

vote on the top 3 ideas.   

Stories to Share Share any personal, relevant stories. 

Delivery Tips Encourage everyone to participate. 

Review Questions Have you worked in a business that had an open culture? 

 

Understand Goals 

The worst thing a manager can do is to not understand the goals of 

the company.  This entails looking at the company as a whole, in a 

large scope.  Try asking yourself, and your supervisor these questions: 

 

 

• What is the company trying to achieve? 

• What are the company’s long-term and short-term goals?   

• What does the company need in order to accomplish these goals? 

• How can my department help facilitate those goals? 
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Without knowing where the company itself is wanting to go, you won’t know how to get there.   Talk to 

your own supervisors to understand the goals of the company.  Once you understand what the company 

wants to accomplish, you can set goals for your staff.  When setting the goals for your staff, make sure 

to be very clear about the goal that you want to accomplish, and the steps it will take to accomplish it.  

Make sure that the goals you set are realistic.   

 

Estimated Time  7 minutes 

Topic Objective Review the importance of understanding a company’s goals. 

Topic Summary 
Understand Goals 

Understand why you should know your company’s goals. 

Materials Required None 

Planning Checklist None 

Recommended Activity 
Does your company have goals?  Discuss as a group the goals of your 

company.  How can you help the company achieve those goals? 

Stories to Share Share any personal, relevant stories. 

Delivery Tips Encourage everyone to participate. 

Review Questions Do you know what your company’s goal is? 

 

Understand Agents’ Responsibilities 

There is nothing worse, from an employee standpoint, than a manager that 

doesn’t understand the job duties and processes of an employee. If the manager 

doesn’t understand responsibilities of a contact center employee, how is the 

employee supposed to understand them?  Take the time to talk to your 

supervisors so that you know what is expected of your employees.  If you are a 

new manager, asked to be trained as if you were one of your employees.  This 

way you can see the processes, and learn how to improve them for your 

employees and customers.  Knowing their processes and what their job responsibilities are also helps 

you train future employees.   

 

Estimated Time  7 minutes 
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Topic Objective Review why a manager should understand an agent’s responsibilities. 

Topic Summary 
Understand Agents’ Responsibilities 

Recognize the benefits of understanding an agent’s responsibilities. 

Materials Required Flipchart/board, marker 

Planning Checklist None 

Recommended Activity 
Discuss as a group the benefits of understanding an agent’s responsibilities.  

Make a list of pros on the board.   

Stories to Share Share any personal, relevant stories. 

Delivery Tips Encourage everyone to participate. 

Review Questions Do you know your employees’ job responsibilities and processes? 

 

Identify Education Opportunities 

There is never a point when an employee has learned too much.  

Employees who learn are more engaged in their jobs.  As a manager it’s 

your job to make sure that your employees remain engaged, and are 

effective in their positions.  You can see what training or education 

would be beneficial to the company and employee.  Having educational 

opportunities helps maintain employee engagement, thus retaining 

more employees.  Engaging employees helps them feel important and 

part of the company, instead of just another lackey.  Education opportunities can come in many shapes 

and sizes.  Here are just a few different educational opportunities your company could provide for your 

employees: 

• College tuition reimbursement 

• Cross Training 

• One-on-one training 

• Seminars & workshops 

Having these education opportunities helps the employees feel like the company cares about their 

personal growth.  Happy employees create happy customers.   

 

Estimated Time  7 minutes 
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Topic Objective 
Review why it’s good to identify employment opportunities for your 

employees. 

Topic Summary 

Identify Education Opportunities 

Recognize the types of employment opportunities that could be available for 

your staff.   

Materials Required Worksheet 1: Education Opportunities 

Planning Checklist None. 

Recommended Activity Fill out the worksheet individually.  Discuss results as a group. 

Stories to Share Share any personal, relevant stories. 

Delivery Tips Encourage everyone to participate. 

Review Questions Why should you worry about getting your staff more education? 

 

Practical Illustration 

Liam has been hired as a new member of the management team at Schneider & 

Associates.  Emma is Liam’s supervisor, and she wants to make sure Liam has the 

resources he needs to succeed.  She works one on one with him, and explains the 

company’s goals.  She tells him about the Open-Door policy, and how important it 

is that he is available for his staff just as she is for him.  Emma has Liam train with 

one of the company’s top performers in his department.  She wants him to know 

the processes in which the employees preform their tasks.   While Liam trains, he 

asks the employee questions about what they would change about their current processes.  He gets 

some ideas on how to improve their procedures.  Liam is very excited to help his employees be the best 

they can be.  

 

Estimated Time  8 minutes 

Topic Objective Outline the ‘It Starts at the Top’ Practical Illustration. 

Topic Summary 
Practical Illustration 

Discuss the importance of learning from an agent’s point-of-view. 

Materials Required None 
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Planning Checklist None 

Recommended Activity 
Discuss the outcome of the Practical Illustration.  Why did Emma ask Liam to 

train as if he was one of his employees?   

Stories to Share Share any personal, relevant stories. 

Delivery Tips Encourage everyone to participate. 

Review Questions Was training with his top performer helpful? 
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Module Two: Review Questions 

1. What is an open culture? 

a) Creating an environment where employees feel safe to express ideas or concerns 

b) Creating a work space that has no walls, windows, or doors 

c) Creating an environment where employees are discouraged to express ideas or concerns 

d) None of the above 

 

An open culture is interoperated in this context as a work environment in which the manager 

makes the employees feel comfortable to share ideas and concerns. An open culture helps 

employees feel invested and paramount to the company.  When an employee is engaged in 

their job, this helps them want to come to work and do a great job. 

2. Which of the following should a manager not do when creating an Open Culture in the 

workplace? 

a) Leave his door open 

b) Recognize that change is always black and white 

c) Be transparent about goals, or issues the department is having 

d) All of the above 

There are many ways to create an Open Culture in your work place.  Most important is that you 

want to convey to your employees that you are open to hearing what they are saying, be it good 

or bad.  Change is hard for everyone, and the results are not always black and white.  There will 

be some changes that have negative impact, but mostly positive results.  As a manager it is your 

job to access those changes and make sure they are for the good of the employees and the 

company.   

3. What question should a manager ask when determining the company’s goals? 

a) How can I advance my career? 

b) How can my department help the company reach its goals? 

c) Which employees can I fire? 

d) What does my company sell? 

A manager should be asking themselves, and their supervisors about the goals of the company.  

What is my company trying to accomplish? What are the company’s short term and long term 

goals? What steps is the company wanting to take to accomplish these goals?  How can my 

department help the company achieve those goals? 
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4. What can you do once you understand the goals of the company? 

a) You can decide who should get fired 

b) You can change everything to how you like it 

c) You can create a closed culture 

d) You can decide what goals your department needs 

Once you understand the goals of the company you can decide how you and your department 

can help achieve those goals.   A goal is like a recipe, and you have to follow the steps to achieve 

the goal. 

5. Why should you train as if you were one of your employees? 

a) So that you can see who is slacking 

b) You don’t need to train as if you were your employee 

c) So you can understand their procedures 

d) None of the above 

Training as if you were one of your employees is a very important tool. This training helps you 

understand the processes, so you can see what is working and what doesn’t.  It also lets you get 

to know your employees and their habits.  It creates an open culture, since the employees will 

feel like you don’t think you’re too good for them.  There are lots of positives with this type of 

training.  

6. From an employee’s perspective, which of the following is a benefit of your supervisor 

understanding your job duties and processes? 

a) They can see how to improve the processes 

b) They can understand how unhappy the other supervisors are 

c) They can see who likes the company the most 

d) All of the above 

For a manager to not know the duties and processes of an employee, makes it hard for the 

manager to know the expectations.  With having the experience of their employee’s jobs, they 

can see what needs to change to make happier employees, increase productivity, and customer 

satisfaction.   
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7. How does an education opportunity for employees help the company? 

a) The employees feel pressured to get a degree 

b) The employees feel like the company cares about them 

c) The employees feel like the company wants to get rid of them 

d) None of the above 

An educational opportunity for employees shows that the company cares about the employee’s 

personal growth.  An employee that feels like the company cares about them, is happier, and 

gives better customer service.   

8. Which of the following is not an example of an education opportunity? 

a) College tuition reimbursement 

b) Watching YouTube 

c) Cross Training 

d) Seminars & workshops 

There are many opportunities for education that a company can give its employees.  Cross 

training is an example of education, that could allow an employee advancement opportunity.  

College tuition reimbursement, and providing seminars and workshops are other examples of 

education opportunities.   

9. A _______ sets the tone for the whole staff 

a) Contact Center 

b) Coworker 

c) Manager 

d) None of the above 

A manager sets the tone for the whole staff 

 

10. When you are a manager, it is important that you create an/a __________ with your staff. 

a) Relationship 

b) Open culture 

c) Family-culture 

d) None of the above 

When you are a manager, it is important that you create an open culture with your staff. 
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Sample Worksheet 1 

Education Opportunities 

Use the lines below to list the different types of educational opportunities you could suggest for your 

staff.  How would it benefit the employee?  How would it benefit the company? 

Educational Opportunity: Employee Benefit:   Company Benefit: 

 

1.) _____________________ ____________________________ __________________________ 

_____________________ ____________________________ __________________________ 

 

2.) _____________________ ____________________________ __________________________ 

_____________________ ____________________________ __________________________ 

 

3.) _____________________ ____________________________ __________________________ 

_____________________ ____________________________ __________________________ 

 

4.) _____________________ ____________________________ __________________________ 

_____________________ ____________________________ __________________________ 

 

5.) _____________________ ____________________________ __________________________ 

_____________________ ____________________________ __________________________ 

 

6.) _____________________ ____________________________ __________________________ 

_____________________ ____________________________ __________________________ 

 

7.) _____________________ ____________________________ __________________________ 

_____________________ ____________________________ __________________________ 

 

 

8.) _____________________ ____________________________ __________________________ 
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Icebreaker: On the Spot 

PURPOSE 

1. To help participants get to know each other. 

2. To give participants some practice with communication. 

MATERIALS REQUIRED 

Ball or soft toy 

PREPARATION 

Have participants stand in a circle. If you have more than 20 participants, divide the group into two or 

more. 

ACTIVITY 

Explain that this exercise is all about getting to know each other. You as the instructor will start by 

tossing the ball to someone and asking them a question. They will answer the question and then toss 

the ball to someone else, and ask a different question. (If participants are not familiar with each other, 

they may want to state their name, too.) 

After the game has been going for about a minute, challenge participants to repeat a fact about another 

participant before they ask someone else a question. 

If someone is not comfortable answering a question, they may pass. 

Have each participant stand up, announce their name and character, and why they chose that character. 

Once all participants have had a chance to speak, ask them to write the name of a real person or movie 

character they would like to become more like onto the index card (this is their Goal Card).  

Have each participant stand up and explain who they chose and why. When they sit back down, have 

them place the Goal Card someplace visible in front of them to remind them of their goal. 

[INSTRUCTOR’S NOTE: the self-identity and role model may well change during the class, and that’s fine. 

You now have some valuable insight into who your participants are and what leadership skills they may 

already have.]  
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