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LNA Meeting Synopsis:
Met with  ***** (stakeholders) on July 28 to scope the performance metrics and metrics incentives that were shared during onboarding. This task will drive an e-learning to go alongside the “***** Ready Initiative” to have CSRs ready excel during production by knowing how to meet and exceed their metrics. 
Description of the issue
· Description of the problem:
New CSRs come out of onboarding knowing the four metrics exist but not what any of them measure or what moves them. Perhaps they learn it in production, after a score comes back lower than they expected and they experience coaching.
This can become an issue because if new hires never see the QA metrics/scorecard until their first evaluation, they are being scored against a rubric they have not read, and CSRs may focus on whichever metric they feel best about instead of keeping all four balanced. (Loss of incentives and low scores)

· Current state of performance:
 N/A (A new hire during onboarding would not have metrics)

· Desired state of performance:
Before taking a first live interaction, a new CSR can say what each of the four metrics measures, name at least two behaviors that move each one, determine eligibility correctly including when their own eligibility starts, and walk out of training with one specific thing they have already done and one habit they are working on.

· Knowledge, skills, attitudes and tools necessary for improvement:
Knowledge: what each metric measures and how the four affect each other.
 Skills: the probing question and the resolution check for FCR, documenting during the call rather than at end of shift, and following the full call flow on easy calls.
 Attitude: New reps may guess instead of asking because they are worried about looking like they cannot do the job, and guessing is what damages FCR and Quality in the first sixty days. The course needs to give explicit permission to ask.
 Tools: access to the QA metrics during training, and eventually visibility into their own numbers.

· Business impact if it stays the same:
Longer ramp to proficiency. Avoidable repeat contacts in the first month that add volume the rest of the team absorbs. New hires missing the incentive in their first eligible month for reasons that feel random or subjective to them, which is a retention risk during the window where we are most likely to lose people.
Key stakeholder input and observations of the issue
**Details have been removed to protect client information**
Proposed Learning Objectives 
By the end of the lesson, learners will be able to:
1. Define each of the four key performance metrics (ACX, FCR, Quality, and Adherence) and explain what each one measures.
2. Describe how each metric directly impacts the customer experience and overall business goals.
3. Identify daily, weekly, and monthly habits and strategies that support meetings and exceed performance expectations across all four metrics.
4. Explain how the four key performance metrics influence overall performance and an employee’s eligibility for performance-based incentive programs.
5. Recognize the behaviors and actions that put incentive eligibility at risk and apply strategies to stay on track.
6. Apply best practices for handling common call scenarios in ways that positively impact ACX, FCR, Quality, and Adherence simultaneously.
Next steps:
· Review the Learning Needs Analysis with ***** for approval. 
· Finalize the course outline and instructional design document (storyboard/drafted outline)
· Begin Development of the Articulate Rise course
· Incorporate feedback and continue course development

Project Completions Date Assigned: August 4, 2026
Project Status: On Track
