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1. [bookmark: _Toc5625433][bookmark: _Toc10465155]Category and source of the Training Document
[bookmark: _Toc5625434][bookmark: _Toc10465156]1.1  New Models Training Document 
When there is new models released on the market, to keep the agent updated on the information and specification of the new product so that they can answer customer’s enquiry about the new model, a new training Document will be produced and all agents shall be trained and get prepared for customers’ enquiries.
[bookmark: _Toc5625435][bookmark: _Toc10465157] 1.2  New ColorOS Training 
[bookmark: _Toc5625436]When there is new ColorOS system released on the phones, to keep the agent updated on the newly added features and function so that they can answer customer’s enquiry, a new training Document will be produced and all agents shall be trained and get prepared for customers’ enquiries.

[bookmark: _Toc10465158]1.3   Technical Training Document 
Including some knowledge sharing released by technical group, e.g., some recent hit technical topic, some solving process for technical issue, operator-related concern.  
[bookmark: _Toc5625437][bookmark: _Toc10465159]1.4   Contact Center Knowledge Training Document
[bookmark: _GoBack]Training Document that related to contact center business, e.g. RV training, complaint handing training, system operation training. All the related knowledge will be put in the training Document.
2. [bookmark: _Toc10465160]Authoring Regulation of the Training Document
[bookmark: _Toc5625439][bookmark: _Toc10465161]2.1  Accurate & Complete Information
The Document should include all the needed information that need to deliver to the trainees, ensure no important information missed.
[bookmark: _Toc5625440][bookmark: _Toc10465162] 2.2  Easy for CC Agents to Understand
Considering the knowledge limitation of the CC agents, while authoring the technical training Document, avoid making it hard to understand, like using Technical Terms, long paragraphs etc.
[bookmark: _Toc5625441][bookmark: _Toc10465163] 2.3  Reader-friendly Presentation
PPT is always a favorable way to present Training Document, while other ways which can include both image and the words to make it reader-friendly can be acceptable.
3. [bookmark: _Toc5625442][bookmark: _Toc10465164]Structure of the Training Document 
[bookmark: _Toc5625443][bookmark: _Toc10465165]3.1  Training Document for New Models
· Overview of the appearance 
· Introduction of the basic specification
· Selling point of the new phone 
· FAQ for after-sales
[bookmark: _Toc5625444][bookmark: _Toc10465166]3.2   New ColorOS Training Document 
· Newly added features for the OS system
· Available models for the new system
· Comparison with the previous version
· FAQ for after-sales
[bookmark: _Toc5625445][bookmark: _Toc10465167]3.3   Technical Training Document 
· Background of the concern/issue
· Solution for the concern
· Standard procedure of handling the same cases
· Script provided
[bookmark: _Toc5625446][bookmark: _Toc10465168] 3.4  Contact Center Knowledge Training Document
· Brief introduction of the background 
· Detailed process 
*Refer to the 3.3-1 Templates for Training Documents.

4. [bookmark: _Toc5625447][bookmark: _Toc10465169]Time limit for the Training Document 
[bookmark: _Toc5625448][bookmark: _Toc10465170]4.1   New Models Training Document : 
The Document are expected to be delivered to the trainer 2 weeks ahead of the date when the new model is released, and the trainer will have one week to train the agents to ensure all the batches are trained before the first call of the product related enquiry.
[bookmark: _Toc5625449][bookmark: _Toc10465171]4.2   New ColorOS Training Document : 
The Document are expected to be delivered to the trainer 2 weeks ahead of the date when the new system is available, and the trainer will have one week to train the agents to ensure all the batches are trained before the first call of the new ColorOS related enquiry.
[bookmark: _Toc5625450][bookmark: _Toc10465172]4.3   Technical Training Document : 
The specific time requirement for technical will be subject to the technical team. The trainers are expected to train the agents within one week after receiving the Document.
[bookmark: _Toc5625451][bookmark: _Toc10465173]4.4    Contact Center Knowledge Training Document: 
The training Document are expected to be prepared 2 weeks ahead of the date when the relevant matter is on live/available. HQ is responsible for training the trainer for all regions and the trainers are expected to train the agents within 1 week.

5. Attachment
5.1 3.3-1 Template for Training Material
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