New support reps
Facilitator guide · 2 skills · 2 objectives · one 30-minute session · follow-ups over 60 days
Generated locally. Example or user-supplied text only. Not sourced from a live employer or customer.
Who this is for
Who is being trained
the person doing this New support reps work
What they can do on Monday
By Monday, resolve questions about refunds without escalating.
What this kit leaves out
A generic seller or enablement template that is not in this source.
The skills
	Skill
	Why it is worth training
	From the source

	Resolve questions about refunds
	Kept because this line is in the source: Resolve questions about refunds without escalating
	Resolve questions about refunds without escalating

	Check eligibility before promising refunds
	Kept because this line is in the source: Check eligibility before promising refunds
	Check eligibility before promising refunds



What they will be able to do
1.	Given a realistic new support rep scenario, the learner will resolve questions about refunds, as measured by a live practice scored against a behavior checklist. — measured by: a live practice scored against a behavior checklist (Resolve questions about refunds)
2.	Given a realistic new support rep scenario, the learner will check eligibility before promising refunds, as measured by a live practice scored against a behavior checklist. — measured by: a live practice scored against a behavior checklist (Check eligibility before promising refunds)
How they will practice
A library of drills. Select and time a drill for the session; the complete library is not a 30-minute agenda.
1. 12-minute resolve questions about refunds drill
Scenario
You are working the New support reps procedure. Source cue: Resolve questions about refunds without escalating
What the learner does
Resolve questions about refunds from this source cue.
What good looks like
Resolve questions about refunds without escalating
2. 12-minute check eligibility before promising refunds drill
Scenario
You are working the New support reps procedure. Source cue: Check eligibility before promising refunds
What the learner does
Check eligibility before promising refunds from this source cue.
What good looks like
Check eligibility before promising refunds
How you will know
	Measure
	Proof to collect

	a live practice scored against a behavior checklist
	Resolve questions about refunds without escalating

	a live practice scored against a behavior checklist
	Check eligibility before promising refunds



The quiz
1. They escalate anything about refunds because they don't know the refund policy. What should they do instead?
•	A. Resolve questions about refunds after escalating
•	B. Resolve questions about refunds without escalating
•	C. Resolve questions about refunds without escalating when there is time
2. They promise refunds before checking eligibility. What should they do instead?
•	A. Check eligibility after promising refunds
•	B. Check eligibility when there is time
•	C. Check eligibility before promising refunds
Answer key
	Item
	Answer
	Why

	1
	B. Resolve questions about refunds without escalating
	The standard is the whole move: Resolve questions about refunds without escalating. The other answers drop a part of it or move the line.

	2
	C. Check eligibility before promising refunds
	The standard is the whole move: Check eligibility before promising refunds. The other answers drop a part of it or move the line.



The 30-minute session
Open with a question, before any teaching
They escalate anything about refunds because they don't know the refund policy. What should they do instead? Everyone answers; nobody is corrected yet. Come back to it after the worked example.
	Minutes
	Block
	What happens

	5–15
	Model Resolve questions about refunds
	Worked example of Resolve questions about refunds: Resolve questions about refunds without escalating, with the checklist on screen.

	15–25
	Guided Check eligibility before promising refunds
	Pairs run a 6-minute drill on Check eligibility before promising refunds: Check eligibility before promising refunds. Observer ticks that one check; facilitator spot-coaches.



After the session
Session on Mon 16 Nov 2026. Then a short retrieval, a return to practice, a live observation, and a transfer review — spaced so the session sticks.
	When
	Touch
	Activity
	Check

	Day 2 · Wed 18 Nov 2026
	retrieve: Retrieval check
	Day 2: answer the objective-linked tasks below with notes closed, before opening the facilitator's answer key. Interleave the objectives in one mixed set rather than one block per objective.

1. They escalate anything about refunds because they don't know the refund policy. What should they do instead?
Responses:
• Resolve questions about refunds after escalating
• Resolve questions about refunds without escalating
• Resolve questions about refunds without escalating when there is time

2. They promise refunds before checking eligibility. What should they do instead?
Responses:
• Check eligibility after promising refunds
• Check eligibility when there is time
• Check eligibility before promising refunds
	Learner commits a response to each task; feedback only after the responses are recorded.

	Day 7 · Mon 23 Nov 2026
	apply: Return-to-practice drill
	Day 7: select an objective-linked drill below and choose a real case. Agree time for that drill; use the checklist on the first pass, then close it. Interleave the objectives in one mixed set rather than one block per objective.

1. Scenario: You are working the New support reps procedure. Source cue: Resolve questions about refunds without escalating
Task: Resolve questions about refunds from this source cue.
Success criterion: Resolve questions about refunds without escalating

2. Scenario: You are working the New support reps procedure. Source cue: Check eligibility before promising refunds
Task: Check eligibility before promising refunds from this source cue.
Success criterion: Check eligibility before promising refunds
	Observer ticks: 1. Given a realistic new support rep scenario, the learner will resolve questions about refunds, as measured by a live practice scored against a behavior checklist.
Check: Resolve questions about refunds without escalating
2. Given a realistic new support rep scenario, the learner will check eligibility before promising refunds, as measured by a live practice scored against a behavior checklist.
Check: Check eligibility before promising refunds

	Day 21 · Mon 7 Dec 2026
	observe: Live observation
	Day 21: manager observes one live attempt on the job — resolve questions about refunds; check eligibility before promising refunds — and records what was seen, not a rating.

1. Observe a real attempt at this objective and record the actions and evidence: Given a realistic new support rep scenario, the learner will resolve questions about refunds, as measured by a live practice scored against a behavior checklist.
Success criterion: Resolve questions about refunds without escalating

2. Observe a real attempt at this objective and record the actions and evidence: Given a realistic new support rep scenario, the learner will check eligibility before promising refunds, as measured by a live practice scored against a behavior checklist.
Success criterion: Check eligibility before promising refunds
	Evidence line met on live work: 1. Given a realistic new support rep scenario, the learner will resolve questions about refunds, as measured by a live practice scored against a behavior checklist.
Check: Resolve questions about refunds without escalating
2. Given a realistic new support rep scenario, the learner will check eligibility before promising refunds, as measured by a live practice scored against a behavior checklist.
Check: Check eligibility before promising refunds

	Day 45 · Thu 31 Dec 2026
	transfer: Transfer review
	Day 45: review observable work for each objective below, then repeat a retrieval task. Compare evidence with the authored success criteria.

1. Describe what changed in your work and provide a concrete example for this objective: Given a realistic new support rep scenario, the learner will resolve questions about refunds, as measured by a live practice scored against a behavior checklist.
Success criterion: Resolve questions about refunds without escalating

2. Describe what changed in your work and provide a concrete example for this objective: Given a realistic new support rep scenario, the learner will check eligibility before promising refunds, as measured by a live practice scored against a behavior checklist.
Success criterion: Check eligibility before promising refunds
	Record one changed behavior and supporting evidence. Quantify change only when a documented measure and comparable baseline exist.



Did it work?
The number to watch
I want tickets resolved the same day.
On the job: what you look for
	Objective
	What you look for

	Objective 1
	Resolve questions about refunds without escalating

	Objective 2
	Check eligibility before promising refunds



	When
	What happens

	2026-11-23 (day 7)
	They use it on a real case. You watch once with the checklist and name the step they did well and the one to fix.

	2026-12-07 (day 21)
	You watch a live attempt with the checklist and note what you saw, not a rating.

	2026-12-31 (day 45)
	Look at the number against where it started. Ask one person who uses it and one who does not what helped and what got in the way.



In the session
The last block of the session is a solo attempt: they do the work alone, and you tick the proof lines.
Your part as their manager
	When
	What you do

	Before the session
	Tell them what you will look for on the job and when: show them the checklist.

	In the first two days
	Give them a real chance to use it, while the session is fresh.

	When you watch
	Name the step you saw and how they did it; skip general praise.

	Alongside the training
	Fix what training cannot: Make sure they have access to the billing system (a process fix).

	If it is not sticking
	Ask what got in the way before you retrain: time, tools, or how the work is set up stop more people than skill does.



Attendance, completion, and how much people liked the session are worth knowing, but they do not show the training worked. Judge it by what you see on the job and by the number.


Appendix — the source
Performance gap brief
Goal: I want tickets resolved the same day.
Who: New support reps
Today: Customers wait two days for a refund answer.

Train (skill gaps):
- Resolve questions about refunds without escalating
  Fix: Job aid
  Today: They escalate anything about refunds because they don't know the refund policy.
  Cause: Information — They don't know the refund policy.
  From: “They escalate anything about refunds because they don't know the refund policy, and half of them don't have access to the billing system yet.”
- Check eligibility before promising refunds
  Today: They promise refunds before checking eligibility.
  Cause: Not sure yet
  From: “When they do answer, they promise refunds before checking eligibility.”

Not training:
Process: Make sure they have access to the billing system
  Today: Half of them don't have access to the billing system yet.
  Cause: Tools and time
  From: “They escalate anything about refunds because they don't know the refund policy, and half of them don't have access to the billing system yet.”

Open questions:
? Could they check eligibility before promising refunds today if their job depended on it? If yes, it is not a skill gap. What gets in the way?
? Where does this come up at work, and how often? The practice will copy the real moment.

What you told us:
Our new support reps take forever on billing tickets. Customers wait two days for a refund answer. They escalate anything about refunds because they don't know the refund policy, and half of them don't have access to the billing system yet. When they do answer, they promise refunds before checking eligibility. I want tickets resolved the same day.
