Design/Development Outline
Meet Your Performance Metrics:
Know Them. Own Them.
A Customer Service Representative Guide to Performance Excellence
**Information Removed to protect client information**
Course Overview
	Target Audience:
	New Hire Customer Service Representatives

	Estimated Duration:
	20-25 minutes

	Delivery Platform:
	Articulate Rise 360



Course Description
This course equips newly onboarded Customer Service Representatives with a clear understanding of the four core performance metrics used to evaluate success at *****:
ACX (Agent Customer Experience) - Measures the overall quality of the interaction from the customer perspective, including how heard, valued, and satisfied they felt.
FCR (First Contact Resolution) - Measures whether the customer issue was fully resolved in a single interaction without the need for a callback or follow-up.
Quality - Evaluates adherence to call and interaction standards, including accuracy of information, compliance, professionalism, and documentation.
Adherence - Tracks whether representatives are following their scheduled work activities, including logging in on time, staying on queue as expected, and taking breaks at the right times.
Learners follow Maya, a new Customer Service Representative, as she navigates real-world scenarios that demonstrate how each metric contributes to excellent customer service. The course includes interactive knowledge checks, scenario-based learning, and practical strategies to meet and exceed performance expectations. Concludes with a 10-question final assessment (80% passing score).


Learning Objectives
Upon successful completion of this course, 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 habits and strategies that support meeting and exceeding performance expectations across all four metrics.
4. Apply best practices for handling common call scenarios in ways that positively impact ACX, FCR, Quality, and Adherence simultaneously.
5. Recognize the behaviors and actions that support or hinder performance across all four metrics.
6. Demonstrate understanding of performance metrics through scenario-based assessments and knowledge checks.


Course Structure Overview
	Lesson
	Title
	Est. Time
	Key Block Types

	1
	Welcome to Your Success Journey
	2-3 min
	Text, Statement, Interactive Question, Image + Text

	2
	How Success Is Measured
	2 min
	Text, Image, Statement, Tabs

	3
	Agent Customer Experience (ACX)
	4 min
	Image + Audio, Text, Accordion, Knowledge Check, Statement

	4
	FCR - Resolving Issues the First Time
	4 min
	Image + Audio, Text, Accordion, Scenario, Knowledge Check, Statement

	5
	Quality - Doing It Right Every Time
	3 min
	Image + Audio, Text, Accordion, Hotspot Interaction, Statement

	6
	Adherence - Being There When Customers Need You
	3 min
	Image + Audio, Text, Accordion, Hotspot Interaction, Statement

	7
	Putting It Into Practice
	3-4 min
	Image + Text, Process Interaction, Drag-and-Drop Activity, Statement

	8
	Final Challenge
	3-4 min
	Quiz (10 questions, 80% passing)

	9
	Congratulations! You are Ready to Get Started
	1 min
	Statement, Image + Text, Checklist, Quote



Total Estimated Time: 20-25 minutes


Detailed Lesson Breakdown
Lesson 1: Welcome to Your Success Journey
Estimated Time: 2-3 minutes
Block Types: Text, Statement, Interactive Question (Checkbox), Image + Text
Content Flow:
1. Welcome to ****! (Text Block)
Welcome message introducing learners to **** and the purpose of the training.
2. Why This Course Matters (Text Block)
Explains the importance of understanding performance metrics for success as a CSR.
3. Learning Objectives (Text Block)
Lists the six learning objectives for the course.
4. Interactive Question (Checkbox Interaction)
Question: "Before we talk about performance metrics, what do you expect from great customer service? (Select all that apply)"
Purpose: Engage learners and activate prior knowledge about customer service expectations.
5. Meet Maya (Image + Text Block)
Image: Maya at her workstation
Text: "Meet Maya, a newly hired Customer Service Representative. She is excited to begin helping customers, but she is wondering how she will know if she is doing a good job. Throughout this course, you will follow Maya as she learns how each performance metric contributes to excellent customer service."
6. Next Up (Transition Block)
Transition text preparing learners for Lesson 2.
Continue button/lock: "Complete the content above before moving on."


Lesson 2: How Success Is Measured
Estimated Time: 2 minutes
Block Types: Text, Image, Statement, Tabs
Content Flow:
1. The Four Pillars of Success (Text Block)
Introduction explaining that success at **** is measured through four key performance metrics.
2. Visual Graphic (Image)
Image: "Your 4 Key Metrics - Know Them. Own Them." Visual graphic showing four quadrants: Quality, FCR, ACX, and Adherence.
3. Statement Block
"Together, These Metrics Tell Your Story"
4. Statement Block
"No single metric defines your performance. Together, ACX, FCR, Quality, and Adherence provide a balanced view of the service you deliver every day."
5. Tabs Interaction: Key Metrics for Customer Service Representatives
Tab 1: ACX (Agent Customer Experience) - Brief definition
Tab 2: FCR (First Contact Resolution) - Brief definition
Tab 3: Quality - Brief definition
Tab 4: Adherence - Brief definition
6. Before Moving On... (Transition Block)
Transition text with continue button/lock.


Lesson 3: Agent Customer Experience (ACX)
Estimated Time: 4 minutes
Block Types: Image + Audio, Text, Accordion, Knowledge Check (Multiple Choice), Statement
Content Flow:
1. Maya's First Challenging Call (Image + Audio Block)
Image: Maya at her desk with customer dialogue bubble
Customer dialogue: "I've already called twice, and I'm getting frustrated."
Audio narration: 0:20 duration
Caption: "Maya has just answered one of her first customer calls. Listen to how the customer responds, then consider how Maya can create a positive customer experience."
2. What is Agent Customer Experience (ACX)? (Text Block)
Definition: "Agent Customer Experience (ACX) measures how customers feel about their interaction with you."
Explanation about building trust through empathy, professionalism, and clear communication.
3. Three Habits That Improve ACX (Accordion Interaction)
Accordion 1: Show Empathy
Accordion 2: Communicate Clearly
Accordion 3: End on a Positive Note
4. Knowledge Check (Multiple Choice - Required)
Question: A customer says: "I've already called twice, and I'm getting frustrated." Which response best demonstrates a strong Agent Customer Experience (ACX)?
Options:
- Can I have your account number?
- I'll transfer you to another department.
- I understand why you're frustrated. Let's work through this together. [CORRECT]
- You'll need to explain everything again.
Requires correct answer to continue.
5. REMEMBER (Statement Block)
"Every customer interaction is an opportunity to build trust through empathy, professionalism, and clear communication."
"Customers may not remember every detail of the conversation, but they'll remember how you made them feel."
6. Next Up (Transition Block)
"Discover how resolving a customer's issue during the first interaction contributes to First Contact Resolution (FCR)."
Continue button/lock.


Lesson 4: FCR - Resolving Issues the First Time
Estimated Time: 4 minutes
Block Types: Image + Audio, Text, Accordion, Scenario Image, Knowledge Check (Multiple Choice with Audio), Statement
Content Flow:
1. Maya's Second Customer (Image + Audio Block)
Image: Maya at her workstation
Audio narration: 0:24 duration
Body text:
- "Maya successfully created a positive customer experience during her first call."
- "A few minutes later, another customer contacts support with a billing question."
- "As Maya prepares to end the conversation, the customer says:"
- "Actually...I have one more question."
- "Maya pauses and realizes this is an opportunity to completely resolve the customer's concerns before ending the interaction."
2. What is First Contact Resolution (FCR)? (Text Block)
Definition: "First Contact Resolution (FCR) measures whether a customer's issue is fully resolved during their first interaction."
Explanation about reducing repeat contacts, improving customer satisfaction, and creating efficiency.
3. Three Habits That Improve FCR (Accordion Interaction)
Accordion 1: Ask One More Question
Accordion 2: Confirm Resolution
Accordion 3: Use Available Resources
4. Scenario Image with Dialogue
Image: Maya on call with dialogue bubbles
Maya: "Is there anything else I can help you with today?"
Customer: "Thank you! Oh wait...I almost forgot. I also have a question about my payment due date."
5. If You Were Maya... (Knowledge Check with Audio)
Audio narration: 0:05 duration
Question: "What would you do?"
Options:
- Address the customer's additional question before ending the call. [CORRECT]
- Ask the customer to call back later with the second question.
- Transfer the customer to another department to handle the billing question.
- Place the customer on hold and check with a supervisor before proceeding.
Requires correct answer to continue. Feedback provided.
6. Key Takeaway (Statement Block)
REMEMBER:
"By asking one final question and confirming the customer's issue has been resolved, you can help prevent repeat calls and create a more complete customer experience."
"Every interaction is an opportunity to resolve the customer's needs completely the first time."
7. Next Up (Transition Block)
"You'll learn why providing accurate information and following company quality standards are essential to delivering high-quality service."
Continue button.


Lesson 5: Quality - Doing It Right Every Time
Estimated Time: 3 minutes
Block Types: Image + Audio, Text, Accordion, Hotspot Interaction (Interactive Image), Statement
Content Flow:
1. Maya's Coaching Moment (Image + Audio Block)
Image: Maya with supervisor/coach reviewing computer screen
Audio narration: 0:21 duration
Body text:
- "Maya successfully helped her customer and resolved the issue during the last interaction."
- "Later that day, her supervisor reviews the interaction and says:"
- "Great job helping the customer. Let's also make sure we're documenting the interaction and following every required step."
- "Maya realizes that providing great service also means meeting quality standards."
2. What is Quality? (Text Block)
Definition: "Quality measures how consistently you follow company standards while serving customers."
Explanation: "This includes providing accurate information, following required processes, documenting interactions correctly, and meeting compliance expectations."
"Great customer service combines empathy, resolution, and accuracy."
3. Three Habits That Improve Quality (Accordion Interaction)
Accordion 1: Follow Required Procedures
Accordion 2: Document Accurately
Accordion 3: Verify Before You Finish
4. Spot the Missing Step (Hotspot Interaction)
Instruction text:
- "Maya successfully solved the customer's issue and the customer was happy."
- "Before ending the interaction, Maya forgot to complete one required quality step."
- "Explore Maya's workspace to identify the missed quality step."
Audio narration: 0:13 duration
Image: Maya's workstation showing computer screen with CRM interface - documentation field is empty/incomplete (hotspot interaction)
Learners click on the empty documentation field to identify the missing step.
5. REMEMBER (Statement Block)
"Quality means delivering accurate, consistent service while following every required process."
"Every completed step helps create a better experience for both customers and your team."
6. Next Up (Transition Block)
"You'll learn how being available and following your schedule supports both your team and your customers."
Continue button/lock.


Lesson 6: Adherence - Being There When Customers Need You
Estimated Time: 3 minutes
Block Types: Image + Audio, Text, Accordion, Hotspot Interaction (Interactive Timeline), Statement
Content Flow:
1. Maya's Busy Morning (Image + Audio Block)
Image: Maya returning late from break, supervisor speaking with her in office
Audio narration: 0:19 duration
Body text:
- "Maya is settling into her new role and has been doing a great job with customers."
- "One morning, she returns from her scheduled break a few minutes late."
- "Her supervisor explains that while a few minutes may not seem significant, being available as scheduled helps ensure customers receive timely support and teammates aren't left covering additional calls."
2. What Is Adherence? (Text Block)
Definition: "Adherence measures how closely you follow your assigned work schedule."
Explanation: "This includes logging in on time, returning promptly from breaks, and remaining available when scheduled."
"Consistent adherence helps maintain service levels, reduce customer wait times, and support your team."
3. Three Habits That Improve Adherence (Accordion Interaction)
Accordion 1: Be Ready to Start on Time
Accordion 2: Manage Your Breaks
Accordion 3: Communicate When Needed
4. Your Turn: Can You Spot the Schedule Issue? (Hotspot Interaction)
Instruction text:
- "Maya's day is going well, but one part of her schedule could affect her adherence."
- "Explore Maya's schedule and identify the event that could negatively affect her Adherence score."
Image: Maya looking at computer screen showing her schedule timeline:
- 8:00 AM - Logged In (checkmark)
- 10:15 AM - Active on Calls (checkmark)
- 12:00 PM - Lunch Break Started (checkmark)
- 12:37 PM - Returned from Lunch (Scheduled Return: 12:30 PM) [HOTSPOT - RED FLAG]
Learners click on the late return to identify the adherence issue.
5. REMEMBER (Statement Block)
"Adherence isn't just about being on time - it's about being available when customers and teammates are counting on you."
"Following your assigned schedule helps ensure customers receive timely support while allowing your team to manage call volume effectively."
6. Statement Block
"One agent off-schedule can ripple into longer wait times for every customer in the queue. Your reliability is a gift to your whole team."
7. Next Up (Transition Block)
"It's time to put everything together by following Maya through one complete customer interaction."
Continue button/lock.


Lesson 7: Putting It Into Practice
Estimated Time: 3-4 minutes
Block Types: Image + Text, Process Interaction (Interactive Carousel), Drag-and-Drop Activity, Statement
Content Flow:
1. Putting Your Skills Into Practice (Image + Text Block)
Image: Maya at her desk on a call with "4 Key Metrics" poster visible in background
Body text:
- "Throughout this course, you've followed Maya as she learned the four key performance metrics that support success at **** Group."
- "Now it's time to see how those metrics come together during a single customer interaction."
- "As you review Maya's customer call, think about how each action contributes to delivering an exceptional customer experience."
2. One Customer Interaction at **** (Heading)
Section heading introducing the interactive process flow.
3. Follow Maya's Customer Interaction (Process Interaction)
Interactive carousel/slideshow with "START" button
Navigation dots showing 5 steps (1, 2, 3, 4, 5, checkmark)
Shows the complete customer interaction flow through all 4 metrics:
Step 1: Incoming Call - Maya receives the call
Step 2: ACX - Maya greets the customer professionally, acknowledges their frustration, and reassures them
Step 3: FCR - Maya explains the billing charge, answers questions, and confirms no additional concerns
Step 4: Quality - Maya documents the conversation accurately and completes all required procedures
Step 5: Adherence - Maya returns to available status, ready to assist the next customer
4. Match the Behavior to the Performance Metric (Drag-and-Drop Activity)
Directions: "Match each behavior to the performance metric it best represents."
Example question card: "Before ending the interaction, asking, 'Is there anything else I can help you?'"
Four drop zones:
- ACX (Agent Customer Experience)
- FCR (First Contact Resolution)
- Quality
- Adherence
Learners drag behaviors to the correct metric category.
5. REMEMBER (Statement Block)
"Success isn't measured by one performance metric alone."
"Every customer interaction is an opportunity to create a positive customer experience, resolve issues completely, follow quality standards, and remain available to support your customers and teammates."
"Together, these behaviors create the service excellence our customers expect."
6. Next Up (Transition Block)
"Complete the final assessment to demonstrate your understanding of **** four key performance metrics."
Continue button/lock.


Lesson 8: Final Challenge
Estimated Time: 3-4 minutes
Block Types: Quiz (10 questions, 80% passing score)
Content Flow:
1. Final Challenge (Heading with red underline accent)
2. Introduction Text
"Congratulations! You've completed the Performance Metrics training."
"Before moving on, take a few moments to check your understanding of the four key performance metrics. This short assessment will help reinforce what you've learned and prepare you for success at ****."
Passing Score: 80%
3. START QUIZ Button (red arrow)
4. Quiz Questions (10 total):
1. Which performance metric measures how customers feel about their interaction with you?
2. Which action BEST demonstrates First Contact Resolution (FCR)?
3. Which behavior BEST demonstrates Quality?
4. What does Adherence measure?
5. A customer says: "I've already called twice." What should you do FIRST?
6. Before ending the interaction, Maya asks, "Is there anything else I can help you with today?" Which metric does this support?
7. Which action could negatively affect Adherence?
8. Which action could negatively affect Quality?
9. Which statement BEST describes why all four metrics are important?
10. Why are the four performance metrics important at ****?
5. Quiz Settings:
- Passing score: 80%
- Learners must pass to continue
- Feedback provided for each question


Lesson 9: Congratulations! You're Ready to Get Started
Estimated Time: 1 minute
Block Types: Statement, Image + Text, Checklist, Quote
Content Flow:
1. Congratulations! You're Ready to Get Started (Heading with red underline accent)
2. Congratulations Statement (Red Banner)
"Congratulations on completing the Performance Metrics training!"
"Throughout this course, you've learned how the four key performance metrics work together to support individual success, strengthen team performance, and deliver exceptional customer experiences at ****."
3. Closing Message
"As you begin working with customers, remember that every interaction is an opportunity to make a positive impact."
4. Image + Text
Image: Maya at her workstation with dashboard showing performance scores:
- Quality: 95%
- FCR: 92%
- ACX: 4.7/5
- Adherence: 98%
Caption: "Add a caption"
5. Your Success Checklist
As you begin your journey at ****, remember these four principles:
- Create positive customer experiences through empathy and professionalism.
- Resolve customer concerns completely whenever possible.
- Follow quality standards and document every interaction accurately.
- Be available and ready to support customers and your teammates.
6. Closing Quote
"Every customer interaction is an opportunity to build trust, solve problems, and make a positive impact."



Visual Assets & Media
The following custom visual assets were developed for this course to ensure brand consistency and create an engaging, realistic learning experience:
Character Development
Maya - South Asian woman, mid-20s, curly dark hair in a bun, wearing branded shirt. Maya serves as the learner's guide throughout the course, appearing in realistic call center scenarios that demonstrate each performance metric in action.
Custom Images
Course cover image with title, logo, and course outline
Maya introduction image (Lesson 1)
4 Key Metrics visual graphic (Lesson 2)
Maya handling challenging customer call with dialogue bubble (Lesson 3 - ACX)
Maya at workstation during second customer interaction (Lesson 4 - FCR)
Maya with dialogue bubbles showing customer conversation (Lesson 4 - FCR scenario)
Maya with supervisor during coaching moment (Lesson 5 - Quality)
Maya's workstation with CRM interface showing missing documentation (Lesson 5 - Quality hotspot)
Maya returning late from break with supervisor (Lesson 6 - Adherence)
Maya's schedule timeline showing late return (Lesson 6 - Adherence hotspot)
Maya at desk with "4 Key Metrics" poster in background (Lesson 7)
Process flow images showing complete customer interaction (5 images for Lesson 7 carousel)
Maya at workstation with performance dashboard (Lesson 9)
Audio Narration
Audio narration was included in the following lessons to enhance engagement and accessibility:
Lesson 3 (ACX) - Maya's First Challenging Call (0:20)
Lesson 4 (FCR) - Maya's Second Customer (0:24)
Lesson 4 (FCR) - If You Were Maya scenario (0:05)
Lesson 5 (Quality) - Maya's Coaching Moment (0:21)
Lesson 5 (Quality) - Spot the Missing Step (0:13)
Lesson 6 (Adherence) - Maya's Busy Morning (0:19)
Brand Colors
All visual assets adhere to brand guidelines.


Instructional Strategies
Scenario-Based Learning
Learners follow Maya through realistic customer service scenarios that demonstrate each performance metric in context. This approach helps learners see how metrics apply to real-world situations they will encounter on the job.
Spaced Knowledge Checks
Each lesson includes formative assessments (knowledge checks, hotspot interactions, drag-and-drop activities) to reinforce learning and provide immediate feedback before moving to the next topic.
Multimedia Integration
Audio narration, custom images, and interactive elements create an engaging, multi-sensory learning experience that accommodates different learning preferences.
Progressive Disclosure
Content is revealed progressively through accordion interactions and tabs, preventing cognitive overload and allowing learners to focus on one concept at a time.
Application-Focused Design
Lesson 7 synthesizes all four metrics by showing how they work together in a single customer interaction, helping learners understand the interconnected nature of performance excellence.
Mastery-Based Assessment
The final quiz requires 80% passing score, ensuring learners have achieved competency before completing the course.


Assessment Strategy
Formative Assessments (Throughout Course)
Lesson 1: Interactive checkbox question about customer service expectations
Lesson 3: Multiple choice knowledge check on ACX responses
Lesson 4: Scenario-based multiple choice on FCR decision-making
Lesson 5: Hotspot interaction to identify missing quality step
Lesson 6: Hotspot interaction to identify adherence issue
Lesson 7: Drag-and-drop activity matching behaviors to metrics
Summative Assessment (Lesson 8)
Final Challenge Quiz:
- 10 multiple-choice questions
- 80% passing score required
- Covers all four performance metrics (ACX, FCR, Quality, Adherence)
- Includes scenario-based questions requiring application of knowledge
- Immediate feedback provided for each question
- Learners must pass to complete the course


Technical Specifications
	Authoring Tool:
	Articulate Rise 360

	Output Format:
	SCORM 1.2 / SCORM 2004 / xAPI (Tin Can) / Web

	Responsive Design:
	Yes - optimized for desktop, tablet, and mobile devices

	Accessibility:
	WCAG 2.1 AA compliant (keyboard navigation, screen reader support, alt text)

	Estimated File Size:
	Approximately 25-35 MB (including images and audio)

	LMS Compatibility:
	Compatible with all SCORM-compliant Learning Management Systems




Implementation Notes
Recommended Deployment
Deploy as part of new hire onboarding curriculum for Customer Service Representatives
Schedule after initial product/systems training but before production floor assignment
Allow learners to complete at their own pace within a designated timeframe
Recommend completion in one sitting for continuity (20-25 minutes)
Track completion and quiz scores through LMS reporting
Follow-Up Activities (Recommended)
Manager/supervisor debrief discussion after course completion
Reference "Your Success Checklist" from Lesson 9 during 1-on-1 coaching sessions
Reinforce metrics during ongoing performance reviews and calibration sessions
Use Maya scenarios as discussion starters during team meetings
Provide job aids or quick reference guides summarizing the four metrics
Success Metrics
Course completion rate
Final assessment pass rate (target: 90%+ first-attempt pass rate)
Time to competency for new hires
Improvement in performance metrics (ACX, FCR, Quality, Adherence) post-training
Learner satisfaction survey results
Reduction in coaching interventions related to metric misunderstandings


Appendix
A. Course Link
Articulate Rise Share Link: https://share.articulate.com/bF3q5uxFpBr2DLexz3wsQ
B. Project Files
Custom images (Maya character, scenarios, metrics graphics)
Audio narration files (.mp3)
logo files
Source Rise 360 project file
SCORM package (for LMS deployment)
C. Revision History
	Version
	Date
	Author
	Changes

	1.0
	August 3, 2026
	Tanekqua Ward
	Initial course development and deployment
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