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1. INTRODUCTION 

It is obvious that the Ex.Tra 3D project is implemented within a rapidly changing 

environment: 

 on the one hand, enterprises striving to gain a competitive advantage and larger 

market share 

 on the other hand, employees adapting quickly to customers’ needs 

These two axes are crucial to satisfying the general and specific needs of the training 

program, as detailed below.  

The framework and the theoretical background of a targeted and specialized training 

program, with a view to enhancing the employees’ knowledge, skills and competencies, of 

every company owning a network of front-office desks falls within the broader framework of 

European policies to improve employees’ perspectives for further development and 

employment. This framework focuses on specialization, complex skills and the ability to 

adapt to the changing market, business and labor conditions.  

Additionally, it sets the background on which the training program will be based, while it 

briefly summarizes underlying points dealing with adult training, contemporary methods to 

gain knowledge, skills and competences and the model of blended learning, which is 

considered  the most effective especially in vocational training.  

The design and description of the training program, within the framework of the Ex.Tra.-3D 

Project, includes three concrete chapters regarding the scope and the expected results 

based on the outcomes analysis of the methodological tool NaviGaTor 3.1, applied in IO1. 

This is very important, since employees- through their participation- have shown their 

commitment highlighting their training “deficit” (training needs), the content of the program, 

the training and assessment methodology. Then, the basic principles are defined, on which 

the training program will be built, and, on the basis of the blended learning model, the 

training and assessment methodology is structured. The presentation of the structural 

characteristics of the program not only specifies the findings of IO1, but also determines 

the extent of knowledge, skills and competencies that need to be addressed, in order to 

lead to certified professional adequacy (portfolio).  
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Τhe specifications according to which the training material and the assessment tools for 

the learning outcome and the transfer to the working position will be developed, are 

considered crucial, so that the training program can achieve its scope and objectives and 

adapt, over time, to the changes and needs of other commercial businesses. In addition to 

developing the manual with the implementation guidelines and practical examples based 

on everyday front-office desk work, the serious games and the respective experiential 

serious game are deemed very important and innovative simulation tools for effective 

training and certification of the professional adequacy of each participant. 

The certification of non formal vocational skills is the institutional recognition of the front-

office desk employee’s ability to implement, when providing service to the customer, basic, 

general and specialized professional knowledge, skills and competencies corresponding to 

the fifth level of the European framework for professional skills. Key elements of the 

certification are the following: 

 To be based on the ability to perform a task as well as on the knowledge and 

understanding that supports it (competency based, output-oriented) and not on how 

a certain skill was acquired (input oriented) 

 To give great importance on the candidate’s professional experience and 

performance on the simulated working environment 

 To be flexible and adaptable to changes (reviewed every three years) 

 To offer an alternative (not academic) opportunity for personal and professional 

development 

 To allow candidates to certify their skills in a way that corresponds to their 

capabilities 

 To require engagement and active participation of the participants, exercising 

them in self-learning.  
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2. TRAINING FRAMEWORK & THEORETICAL BACKGROUND 

2.1. PROFESSIONAL TRAINING FRAMEWORK 

2.1.1. EUROPEAN UNION GUIDELINES  

EU Guidelines for the European Union’s ten-year jobs and growth strategy (Europe 2020) 

aim at increasing employment to 75% (women and men aged 20-64) by 2020. The 

achievement of this target requires the implementation of certain measures agreed by all 

EU member States on four priority axes: 

 Promote flexibility and employment security strategies in the labor market  

The perspective is to strengthen mobility and Life-long Learning of employees focusing on 

non-formal forms of training on the basis of learning outcomes apart from other labor 

market flexibility issues (part-time jobs, temporary employment, etc.).  

 Enhance human resources with the adequate work qualifications  

This proposal deals with human resources, since employees should have a suitable 

combination of knowledge, skills and competencies in order to succeed in the labor 

market, while increasing their geographical mobility within EU member-states. The great 

challenge for employees is to deal with radical changes shaping labor market 

requirements. For this reason, investing on career consulting services is expected to 

strengthen employees’ competitiveness and productivity.  

 Improve quality of employment and working conditions  

Employees’ physical and mental health obviously increases work performance. Thus, 

attention should be given on issues of work satisfaction and adaptation to the working 

environment. Legal provisions of labor issues within EU member-states, professional 

and/or organizational codes of conduct are drafted or reviewed in order to improve working 

conditions. 

 Support for the creation of new jobs  

The method of raising the number of employees is to create new jobs and professions. 

Promoting entrepreneurship, innovation and self-employment as a career option change 

the employment map globally.   
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Regarding the period up to 2020, according to CEDEFOP’ s “forecast” (CEDEFOP Briefing 

Note, March 2012), it is estimated that:  

 83 million job openings will be created due to “demand because of expansion” and 

“demand because of replacement” 

 there will be job openings in all professions  types, mostly within the service sector.  

 the trend to working positions being more skills-intense requiring in all levels will 

continue and many traditional manual or routine-task jobs will decrease  

 the number of highly qualified employees will increase, since more than 80% will have 

at least medium-level skills. 

The establishment of internationally accredited professional qualifications (knowledge, 

skills and competencies) has led EU not only to facilitate the recognition of qualifications 

through Europass documentation but also to aspire to make national educational systems 

comparable. This will not be achieved via educational systems harmonization but via 

certified Occupational Profiles and the common European Qualifications Framework 

(EFQ) for Life-long Training and ECVET. By 2012, any new qualification within EU was 

classified in one of the eight EQF reference levels. The EFQ is one of the so-called 

“Copenhagen process” outcomes, which further leads to the completion of the professional 

qualifications certification process.    

The implementation of training outcomes as a mechanism for structuring models, training 

and vocational programs, assessment and certification procedures and, in the end, 

vocational knowledge, skills and competences will allow to foster a broader learning 

approach and will significantly enhance the culture and the need to establish a co-

operation bond between the world of learning and the world of market. 

To sum-up, 

 Vocational training is enhanced as a means to invest and improve knowledge, skills 

and competencies of each company’s HR. 

 The identification, assessment and certification of professional qualifications (that 

constitute basic conditions to promote employees’ employment, adaptability and 

mobility) have special importance within the constantly enlarging and evolving labor 

market. 
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 The improvement of quality and efficiency of on-going vocational training will be 

reinforced through new processes of achieving learning outcomes and their 

certification.  
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2.1.2. VOCATIONAL TRAINING & EMPLOYEE  

Finding a right balance between the three components traditionally connecting vocational 

training and the employee is a determinant factor for the effectiveness of a training 

program. In particular, these three components are: 

 Ongoing personal improvement of professional qualifications, the component that 

demands the employee to exceed customer expectations and to focus on 

professionalism.   

 The achievement of training goals, the component that contributes to training quality 

and flexibility to adjust to changes, with an immediate impact to the employee.   

 The return of company investment on employees’ training, the component that 

satisfies strategic and business planning and allows for innovation.  

The success of the training program implementation depends on whether learning 

procedures include, inter alia, the above mentioned basic employees’ aspirations, in order 

to ensure:  

 Continuous and high performance (skills + work demands + work environment), 

combined at the same time with constant strengthening and guidance of employees’ 

work perspective,  

 Professionalism (knowledge + preparation + constant improvement), in conjunction 

with the working position within the company, which is based on capitalizing on the 

strong personal and internal urge of every employee to succeed and gain recognition 

(certification of knowledge, skills and competencies),  

 Mutual commitment and trust deriving from transparency and complete information 

on training and business goals of the program and the expected benefit for the 

employees through their participation.    

Employees’ professional development should not be considered just a redeeming tool, but 

a basic strategic choice of the company, closely linked to training, work experience and 

work-life evaluation. This strategic choice has to be assessed and reviewed on a 
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continuous basis, so as to make the necessary corrections and changes that ensure 

transparency, merit and respect of the particularities of each employee.  

The challenge, especially now days that difficult economic circumstances worldwide form a 

diverse and insecure environment also for paid employees, is to transform the threat into 

an opportunity through the: 

 Development of a project for gaining specialized professional qualifications beyond 

current ones, based on a specific profession and professional outline. 

 Creation and implementation of an integrated certified training program with a view to 

acquire specific and specialized knowledge, skills and competencies that broaden job 

horizons. 

 Design of an integrated roadmap for transferring new knowledge, skills and 

competences to working position. This roadmap will include the best combinations for 

applying professional skills and the available means, procedures and business 

choices.     

 Development of a specific short-term and long-term career program that will ensure 

the maximum matching of personal and corporate goals.  

It is obvious that, in order to develop and apply the abovementioned, the right of free 

access and equal opportunities and treatment of all employees must be ensured. 

Moreover, employees shall be duly prepared to attend the program. For this reason, it is 

important, among others, to: 

 Depict the long-term goal and objectives of employees as professionals,  

 Identify needs for professional perspective through the broadening of employees’ 

professional qualifications, 

 Develop and certify employees’ respective professional qualifications as: 

 They crucially affect demand in labor market  

 They are integrated and, as a result, expand the national data base for certified 

professional outlines  
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 Lead to the development of targeted vocational training programs, that meet 

customer and company needs  

 Contribute to the recognition of professional qualifications in labor market  

 Promote life-long training  

 Enhance vocational training credibility. 

 Link existing experience to the training program and the professional career trends.  

In this way, the employees, upon entering the profession, may plan or reassess on 

their own or with the help of specialized company personnel their career and match 

it to their broader life plan.  

The employees’ professionalism irrespective of their working position shall follow the 

following steps: 

 To honestly and sincerely self-assess their selves 

 To enhance their strengths  

 To set concrete goals and to include them in everyday activity  

 To assess their way forward/progress everyday  

 To reward their selves when achieving a goal 

 To leave nothing to luck/chance. 

 

2.2. THEORETICAL BACKGROUND 

For the training program to be compatible with the abovementioned framework, it is initially 

necessary to theoretically document where the training process will be based, so as to 

lead to the systematic development of knowledge, skills and competencies needed to 

perform a job rightly and securely. The training process is quite complex and depends on 

the dynamics of various factors, especially when there is a need to focus on its experiential 
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form, in order to change mentality of the adult employee. Thus, the theoretical approach 

will focus on three basic fields of vocational education and training: 

 Adult training 

 Methods for acquiring knowledge, skills and competencies 

 The Model of blended learning 

 

2.2.1. ADULT TRAINING  

Adult training is the “key” to support change in working position, as well as the necessary 

input to broaden employees’ professional qualifications. It differs from formal education 

and has concrete particularities. The main differences are summarized in the following 

table (Knowles, 1975): 

 Formal Education Adult Training 

Trainees’ idea 

Indicated by others 

Trainer is responsible for 
what, when and how the 
material will be taught and 
evaluated 

Indicated by their selves 

Trainee is responsible for 
what, when and how the 
material  will be taught and 
evaluated  

The role of trainees’ 

experience 

Slight importance 

Focus on trainer’s 
experience 
 
Experience gained 
through literature 

Previous experience of 
trainee constitutes an 
important resource  
 
The trainee is encouraged 
to connect new knowledge 
with experiences 

Learning readiness 

Training program with 
concrete and linear route 

Gradual development 

Program to be determined 
by specific real needs  

Learning-orientation 

Focus on thematic areas 

Leaning for the future 

Focus on performance 

Need to immediately 
implement knowledge 
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The differentiation of adult training from training children and adolescents has led Knowles 

(1980) to introduce the term “andragogy”. Andragogy suggests four main principles in adult 

training: 

- Adult trainees want to participate in programming and assessment of training 

- Activities must be based on elements of experiential training (including mistakes) 

- Adults show more interest when the content of the program is closely related to their 

needs 

- Adult training focuses on the problem and not on the content. 

Knowles proposed certain key strategies for developing adult training programs (Knowles, 

1995): 

- Create a climate of collaborative program planning  

- Create mechanisms for mutual planning 

- Identify needs and interests 

- Program training goals based on needs 

- Develop a series of activities in order to reach the objectives 

- Choose suitable methods, material and resources 

- Assess training and review learning needs. 

 

Cross (1992) identified three categories of problems in adult training: 

- Situational problems: these problems are related to the situation at a certain life stage 

and concern lack of economic resources, lack of time, increased professional and 

family responsibilities, need to move, lack of study time and lack of support. E-learning 

methods may contribute positively to these problems (ex. studying from home close to 

family, no need to move etc.) 

- Personal will problems: these problems are related to attitudes and perceptions of 

interested persons, such as feeling old, lack of self-confidence, energy lack, aversion 

to studying, fear of being in a teaching room, lack of goals and guidance. E-learning 

methods do not contribute significantly to these problems (with the exception of 
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eliminating the fear of “being exposed”) and may add new restrictions (ex. requirement 

of knowing how to use technology).  

- Problems deriving from training systems: these problems relate to practices and 

methodologies that discourage the potential trainees, such as the requirement for full 

time participation, long program duration, scheduling of training, not suitable schedule 

etc. Certain e-learning practices (ex. blended or asynchronous training) help to reduce 

these problems.  

Mullenburg & Berg (2005) have identified four categories of problems that may appear in 

an e-learning method and should be resolved before implementing the program:  

- Problems of a social nature: active participation of trainer is needed, in order for the 

trainee not to feel detached from the educational process. The trainer shall create a 

team climate and social exchanges within a training group, using electronic 

communication tools. 

- Managerial problems: These problems relate mostly to the technological means 

needed for the trainees and the respective cost (ex. PCs, cameras, internet 

subscription, etc.). It is very important to support employees with technical means, 

mainly those employees who are not well acquainted to new technologies.    

- Motivation of employees: As regards the trainer, training within an e-learning 

environment bears different characteristics than classroom training. Trainer has to act 

also as motivator and coordinator, in order to maximize employees’ interest and 

participation. 

- Time schedule and Support: Detailed development of the training program and 

scheduling are also important factors that can encourage or discourage interested 

persons. Account should be given to the fact that adults have limited time to spare. 

Finally, constant technical and administrative support to trainees is also of crucial 

importance.  
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2.2.2. METHODS FOR ACQUIRING KNOWLEDGE, SKILLS & COMPETENCIES 

Adult trainees need to acquire theoretical knowledge on terms and data, practical skills to 

perform a task and competencies to become effective and responsible. According to 

Rogers (1996), active employees lead to effective learning process, whereas passive 

employees lead to trivial training. The following figure presents the most robust methods to 

achieve learning. These methods are the trainee-centered, whether he/she communicates 

directly with the trainer or with the training material.  
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The circles of the diagram indicate the degree of the learning methods’ efficiency- 6 higher 

2 lower.  

It is obvious that the method focusing on the trainer does not lead to more trainee learning, 

since lecturing constitutes one of the most inefficient educational methods. The trainee 

needs to have very specific learning skills (ex. to be able to self- concentrate for a long 

time), which leads to a low level of learning material digestion. Other methods are 

definitely more efficient and especially those that intersect two or three circles. 

In this latter case, the trainees find themselves in the centre of the learning process, as: 

 the trainer gives guidance and acts as a facilitator through their own questions and 

experience so as to assimilate the learning material  

 the trainee focuses on the learning subject through the teaching material and, at the 

same time, cooperates with the trainer   

 trainees write essays individually or in team work, so as to discover the learning routes 

and the way to assimilate the training material 

 the trainees by themselves focus on the subject through practical activities, 

presentations and simulations of the real environment, which in the end is a very 

efficient way of learning. 

 

2.2.3. THE BLENDED LEARNING MODEL 

Blended learning gives integrated solutions in training and education. It is a learning 

approach that combines to the necessary extent, according to the program, various 

educational techniques and technologies, while evolving rapidly.  

In blended learning programs, trainers may: 

 blend different kinds of teaching, like an internet based training session with a live 

training session 

 use internet in order to complete a live teaching session 

 combine parts of an internet based training that do not require guidance with those 

parts where physical presence and guidance by the trainer is required. 



 

 

 

 

 

 

 

18 IO2 – Training Curricula for Customer Service 

Respectively, trainees may: 

 study on their own pace, choosing freely when and where to study and feeling that 

they have control on their learning output 

 use various learning tools, like interactive manuals and games, self-assessment 

questions, creative thinking, simulations, presentations, etc. 

 have continuous guidance, encouragement and the opportunity to have their 

questions solved by their trainer via public dialogue or synchronous e-learning 

sessions 

 feel confident and feel that they are not exposed towards other trainees either for their 

queries or performance. 

Another model of blended learning can combine live electronic teaching with synchronous 

or asynchronous training, as well as face-to-face meetings in classroom. Such hybrid 

approaches have an impact on adult trainees’ social identity and relations, the structure 

and building of team working groups, as well as the decision-making process and the 

consultative, facilitative and broader role of the trainer (Bong, Olson, Wisher and Orvis, 

2002). 

According to the existing bibliography, the term blended learning is used to indicate four 

different learning approaches: 

 Combination of various forms of internet technologies (ex. virtual classroom etc.) with 

the aim of achieving the training goal. 

 Combination of various teaching techniques (ex. brainstorming etc.) with the aim of 

producing positive learning outcome with or without the use of teaching technology. 

 Combination of any form of teaching technology (ex. CD-ROM, practice via simulation, 

etc.) in real classroom.  

 Combination or blending of teaching technology with work, so as to attain learning 

while working (Driscoll, 2002). 



 

 

 

 

 

 

 

19 IO2 – Training Curricula for Customer Service 

Based on the above and in conjunction with the conceptual content of distance learning, 

defined as the training process where the trainee is in physical distance from the trainer 

and the physical educational body, a blended learning environment may constitute an 

efficient methodology, addressing mainly adults. However, it is noted that there is no single 

formula for guaranteeing learning in blended training environments (Valiathan, 2002).  

Dziuban, Hartman and Moskal (2004) support that, for the maximum success of the hybrid 

learning model, a very well organized learning approach is required, that will encompass a 

learning model based on educational theory, infrastructure, mechanisms for forming and 

final assessment.  

In this sense, the e-learning dimension of blended learning training programs requires and 

at the same time is supported by: 

 Duly adapted digital training material that utilizes the biggest part of possibilities offered 

by e-learning and is developed on the basis of concrete models, taking full advantage 

of a variety of sources and means and encompassing activities that secure 

participation and self-assessment 

 Specialized adult trainers, as regards their profiles, and e-learning capacities in 

combination with the traditional face-to-face training 

 Support (help-desk) for timely and effective handling of all e-learning administrative 

problems 
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To conclude,  

Ιt is clear that the training program of the Extra 3D project needs to be developed taking 

into consideration blended learning on the one hand and new technology (e-learning) 

capabilities on the other hand, given that: 

 Customer service is an experiential process and cannot be simply taught. There 

needs to be a blended training scheme that can respond to its existing and future 

needs. 

 Participants have to change mainly mentality and this can be achieved only through 

the experiential presentation of their experiences through a secure virtual role-playing/ 

exchange between the customer and the front-office desk employee.   

 The population to be trained is so big, that only modern tools can address this need 

without having an impact on business operation and on the required level of 

investment.  
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3. PLANNING & DESCRIPTION OF THE TRAINING PROGRAM 

 

3.1. SCOPE & OUTCOMES 

3.1.1. NAVIGATOR 3.1 RESULTS ANALYSIS 

The completion of the implementation of the methodological tool NAVIGATOR 3.1 by the 

three transnational groups, after the evaluation of results at steps 4 (training programs), 5 

(training methodology) and 6 (evaluation methodology), shows no significant deviations 

between them, that would require the development of three different training programs. 

This result was expected, since from the users’ questionnaires the problematic point was 

already obvious and the lack of will to change was common for all front-office desk 

employees, regardless of their country and postal operator. In particular, the findings are 

as follows: 

 

1st STEP: WORK PREPARATION 

TRAINING 

PROGRAMS 

1] BASIC & SPECIAL COMPUTER SKILLS 

2] WORK ORGANIZATION/PROCEDURES/GOAL-SETTING 

3] TIME MANAGEMENT 

4] OCCUPATIONAL STRESS MANAGEMENT  

5] PROJECT MANAGEMENT FUNDAMENTALS 

TRAINING 

METHODOLOGY 

TRAINING SCHEME: classroom, synchronous & asynchronous 

e-learning, simulation/Serious game (with respective techniques 

and teaching material) 

EVALUATION/ 

CERTIFICATION 

1] SELF-ASSESSMENT QUESTIONS 

2] CREATIVE THINKING QUESTIONS 

3] THEMATIC TEST 

4] PRACTICAL IMPLEMENTATION THROUGH SCENARIOS & 

GAMES 
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 2nd STEP: COMMITMENT & INITIATIVES TAKING 

TRAINING 

PROGRAMS 

1] BEST & QUALITATIVE CUSTOMER SERVICE 

2] MODERN RETAIL SALES TECHNIQUES 

3] MANAGEMENT & PROBLEM- SOLVING OF CUSTOMERS’ 

PROBLEMS 

4]  POSTAL MARKET ANALYSIS 

5] CUSTOMER-ORIENTED CULTURE- ATTITUDE 

TRAINING 

METHODOLOGY 

TRAINING SCHEME: classroom, synchronous & asynchronous 

e-learning, simulation/Serious game (with respective techniques 

and teaching material) 

EVALUATION/ 

CERTIFICATION 

1] SELF-ASSESSMENT QUESTIONS 

2] CREATIVE THINKING QUESTIONS 

3] THEMATIC TEST 

4] PRACTICAL IMPLEMENTATION THROUGH SCENARIOS & 

GAMES 

 

 

3rd STEP: CUSTOMERS’ TRUST AND LOYALTY 

TRAINING 

PROGRAMS 

1] MANAGING CUSTOMER RELATIONS/ΕMPATHY 

2] MODERN RETAIL SALES TECHNIQUES 

3 MANAGEMENT & COMPLAINTS- SOLVING 

4] CUSTOMER- ORIENTED CULTURE- ATTITUDE 

5] POSTAL MARKET ANALYSIS 
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TRAINING 

METHODOLOGY 

TRAINING SCHEME: classroom, synchronous & asynchronous 

e-learning, simulation/Serious game (with respective techniques 

and teaching material) 

EVALUATION/ 

CERTIFICATION 

1] SELF-ASSESSMENT QUESTIONS 

2] CREATIVE THINKING QUESTIONS 

3] THEMATIC TEST 

4] PRACTICAL IMPLEMENTATION THROUGH SCENARIOS & 

GAMES 

 

 

4th STEP: PROVISION OF INTEGRATED SOLUTIONS 

TRAINING 

PROGRAMS 

1] MODERN RETAIL SALES TECHNIQUES 

2] BASIC PRINCIPLES OF MARKETING 

3] BASIC PRINCIPLES OF PRODUCT MANAGEMENT 

4] TEAM WORK & WORKING RELATIONS  

5] BEST & QUALITATIVE CUSTOMER SERVICE 

TRAINING 

METHODOLOGY 

TRAINING SCHEME: classroom, synchronous & asynchronous 

e-learning, simulation/Serious game (with respective techniques 

and teaching material) 

EVALUATION/ 

CERTIFICATION 

1] SELF-ASSESSMENT QUESTIONS 

2] CREATIVE THINKING QUESTIONS 

3] THEMATIC TEST 

4] PRACTICAL IMPLEMENTATION THROUGH SCENARIOS & 

GAMES 
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5th STEP: COOPERATION, WORKING CLIMATE & 

ENRICHMENT  

TRAINING 

PROGRAMS 

1] ORGANIZATIONAL CULTURE 

2] OCCUPATIONAL HEALTH & SAFETY 

3] TEAM WORK & WORKING RELATIONS 

4] LEADERSHIP & HEAD’S ADMINISTRATIVE SKILLS 

5] COMMUNICATION TECHNIQUES 

TRAINING 

METHODOLOGY 

TRAINING SCHEME: classroom, synchronous & asynchronous 

e-learning, simulation/Serious game (respective techniques and 

teaching material) 

EVALUATION/ 

CERTIFICATION 

1] SELF-ASSESSMENT QUESTIONS 

2] CREATIVE THINKING QUESTIONS 

3] THEMATIC TEST 

4] PRACTICAL IMPLEMENTATION THROUGH SCENARIOS & 

GAMES 

 

 
6th STEP: REINFORCEMENT OF THE COMPANY’S 

REPUTATION & ESTEEM 

TRAINING 

PROGRAMS 

1] ORGANIZATIONAL CULTURE 

2] FUNDAMENTALS OF TOTAL QUALITY MANAGEMENT/ISO 

3] FUNDAMENTALS OF STRATEGIC & BUSINESS PLANNING 

4] CORPORATE SOCIAL RESPONSIBILITY  

5] COMPANY PRODUCT PORTFOLIO 
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TRAINING 

METHODOLOGY 

TRAINING SCHEME: classroom, synchronous & asynchronous 

e-learning, simulation/Serious game (with respective techniques 

and teaching material) 

EVALUATION 

CERTIFICATION 

1] SELF-ASSESSMENT QUESTIONS 

2] CREATIVE THINKING QUESTIONS 

3] THEMATIC TEST 

4] PRACTICAL IMPLEMENTATION THROUGH SCENARIOS & 

GAMES 

The above findings confirm the need to focus on very specific training thematic fields 

covering the needs of front-office desk employees, so as to respond to customer and 

company expectations and to outperform. It is also obvious that their prevailing answers 

are adequate and realistic, as they cover their educational “deficit”. This fact highlights 

employees’ interest to be trained on very specific fields which cover the needs they have 

already freely defined, while contributing to the better planning and successful overall 

implementation of the training program. 

Below, the individual factors and specifications are analyzed, making up a training program 

of holistic intervention and assessment/certification, with special requirements and needs, 

as depicted in the above findings and mainly in what customers mentioned within the 

previous research.    

 

3.1.2. SCOPE AND OBJECTIVES 

The scope of the training program as a whole is to offer, via distance learning 

(synchronous and asynchronous e-learning), classroom training and practical 

implementation through experiential scenarios in a virtual environment: 

 maximization of the assimilation level of the customer service elements for 

improvement in combination to the current conditions, as a fundamental of the 

employees’ professional  adequacy and  activity,  
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 reinforcement, in order to ensure the employee’s transformation from a simple “order-

receiver” to a “salesperson” and to achieve better results to mutual benefit,  

in the framework of a systemic, organized and experiential training intervention that leads 

to the creation of a front-office desk customer service model.  

In particular, the objectives of the training program, on the basis also of the certified by 

the National Organization for the Certification of Qualifications and Professional Guidance 

(EOPPEP) occupational profile entitled “Employee of Postal Transactions and 

Support” are the following: 

Knowledge level: 

 to know in details and in depth the concepts composing optimal and qualitative front-

office desk customer service in combination with relevant concepts from closely related 

fields,  

 to thoroughly, objectively and dynamically detect all parameters of sales and qualitative 

front-office desk customer service and to propose integrated solutions. 

Skills level: 

 to describe and record adequately any concept of the material defined for the 

improvement of the employees’ professional qualifications, 

 to apply effectively in practice knowledge, skills and competencies acquired as a 

learning and practical outcome 

Competencies level: 

 to ensure a positive climate for the dynamic alignment of all team members in 

achieving the company goals, 

 to associate professionalism with the specific certification process and with the 

efficiency of their front-office desk customer service. 
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3.1.3. EXPECTED OUTCOMES 

By the end of the program, trainees are expected to have gained the necessary 

professional competence and to be able to respond with determination, flexibility, speed 

and confidence to the: 

 dynamically developing market that creates new perspectives for customers, the 

company and the trainee, 

 exceedance of customer needs through new attractive and integrated solutions, thus 

satisfying customers, but also rendering them loyal and dedicated, 

 working environment where they daily showcase the desired attitudes through 

customer’s guidance and through monitoring of the performance measurement 

indicators, 

 structured process of evaluation and certification and the level of application of new 

knowledge, skills and competencies within the framework of a new obviously different 

image in front-office desk customer service. 
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3.2. BASIC PRINCIPLES & METHODOLOGY 

3.2.1. TRAINING CYCLE 

Similarly to any project implementation, the training function includes the stage of planning, 

implementation and outcomes assessment providing feedback for possible corrections, 

improvements or/and changes. It is absolutely necessary, as shown in the diagram below, 

to begin with the identification of training needs stage; otherwise everything mentioned so 

far will not achieve the objectives of the training program regarding front-office desk 

customer service at a commercial shop/office. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

In any event, the training program will be considered successful only when it: 

Identification of Training 

Needs 

Implementations & 

Technical Support 

Outcomes Assessment 

Feedback 

Planning & Scheduling 
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 covers employees’ real needs 

 responds to specific educational goals for the fulfillment of those needs 

 is planned on the basis of time-limits and facilitations provided 

 is implemented with the most efficient learning methodology that motivates trainees 

 is assessed in relation to its outcome. 

 

3.2.2. BASIC PRINCIPLES 

Based on the above-mentioned,  

Fundamental principle is to maximize expected outcomes, not only when developing and 

implementing the training program but mainly when assessing and certifying participants’ 

ability to respond with professionalism to the requirements of front-office desk customer 

service. 

This HR intervention through vocational training and education needs to be holistic, 

qualitative and to cover the whole range of customers’ contemporary and sometimes 

unpredictable demands through an experiential way that will respond to the three dominant 

issues outlined in the framework of IO1: 

 PERSONAL COMMITMENT  

 RELIABLE/INTEGRATED SOLUTIONS 

 LOYAL CUSTOMERS 

A conditio sine qua non in order the human resources to “make a difference” is to create 

an integrated training program, connected to the modern market developments as well 

as customer and company demands for delivering optimal and qualitative customer 

service. 

A sufficient condition, so that the human resources can steadily show high performance 

and mainly professionalism, is the certification of their professional qualifications- existing 

and new ones- in accordance with the rapidly changing competitive environment. 



 

 

 

 

 

 

 

30 IO2 – Training Curricula for Customer Service 

To sum up, in order for the training program to fulfill its scope and objectives, it needs to be 

based on:    

 Integrated training intervention that ensures knowledge, skills and competencies of 

front-office desk personnel, so as to: 

o adapt easily to constant changes that are formed on the basis of the above-

mentioned three fundamental issues, in order to be able to go beyond 

customers’ expectations  

o recognize the broader competitive market environment and propose ways for 

improving product, services and company’s policies  

o master successfully systems, methods, technologies and techniques applied for 

the promotion  and sale of products by front-office desk. 

 Evaluation and certification procedures for the professional qualifications acquired 

from attending the training program, which leads to recognition and professional 

proficiency and conscience.  

 Educational and training methodologies (synchronous and asynchronous e-learning, 

classroom) in combination with modern techniques and means (experiential scenarios 

of practical application, etc.) so as to ensure, on the one hand, the range and the 

quality of the prototype, and on the other hand trainees’ flexibility to adapt.  

 

3.2.3. METHODOLOGY OF THE TRAINING PROGRAM 

The program of training, education and certification of professional qualifications related to 

front-office desk customer service, duration of 48 teaching hours, is dynamic, in order to 

give the opportunity to interact and mainly to adapt experientially to customer needs in 

accordance with: 

 New contemporary customer demands for integrated and reliable solutions, as well as 

for personnel commitment 

 Constant changes in the market and generally in the company 
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 The holistic improvement and reinforcement of personnel’s professional qualifications. 

The integrated interactive training scheme of blended learning follows international 

standards, combines traditional and modern adult training methods and techniques and is 

structured as follows1: 

 6% of teaching hours is covered mainly by synchronous e-learning  

 Short navigation lectures through synchronous e-learning with the use of 

powerpoint or other means 

 Questions & Answers to clarify terms and terminology 

 Enrichment, learning sources and knowledge assimilation 

 Feedback-recapitulation 

 54% of teaching hours (classroom equivalent) is covered by asynchronous e-

learning/personal study 

 Electronic Program Support Manual 

 Trainer(s)’ presentations 

 Self-assessment questions 

 Forum (public dialogue for assimilating and exchanging ideas, proposals, 

problems, questions, etc. with the guidance of a coach-facilitator) 

 21% of teaching hours (classroom equivalent) is covered by the evaluation of the 

learning outcome for each thematic field through the following tool: 

 Serious game, which on an individual level shows the ability of trainees to 

professionally apply, compose and use, judging on their own, the knowledge, 

skills and competencies gained through the program. The Serious Game is 

based on two axes leading per professional activity to:  

                                                           

1
 The exact teaching hours/percentages may possibly be reviewed once the IO3 is finalized. 
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 the professional assessment of the level of assimilation of knowledge, 

skills and competencies, gained and pre-existing, and 

 the development of a unified approach for elaborating on solutions or/and 

making decisions, that contributes to the best qualitative customer service in 

a unified and reliable way. 

 19% of teaching hours (classroom equivalent) is covered by the practical 

implementation, in a combined way, of all professional activities via: 

 Thematic test, covering all training material, that shows trainees’ ability to 

adequately and efficiently respond, to a greater or less extent, to the 

experiential certification game, so as to record their professional 

familiarization to the working position, when they will be asked to perform the 

relevant task, while contributing to: 

 the assimilation and final check of the knowledge, skills and competencies 

acquired and  

 the development of a critical way of thinking, which enables trainees to 

express and support the chosen solution in a more comprehensive and 

thoughtful way. 

 Experiential Serious Game concerning all professional activities of front-

office desk customer service, which will be created so that, upon its 

completion, the participant is certified, as an accredited professional, in 

accordance to the achieved outcome (competent, very good, excellent).  

 

6% 

synchronous 
e-learning 

54% 
asynchronous 
e-learning / 
self-study 

21% 

evaluation of 
training 

outcome 
through 

serious games 

19% 

practical 
implementation 

(thematic test & 
and experiential 
serious game) 

48 
TEACHING 

HOURS  
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In this way, trainees are not limited to studying the uploaded training material, but they are 

guided to interaction activities with the material, the co-trainees and their coaches-

facilitators. Participants take advantage of the electronic tools of asynchronous and 

synchronous e-learning, so as to reply to activities, broach and comment on questions, 

search for information and raise acquired knowledge and continue the learning process 

even outside the training program. Additionally and in accordance with the above-

mentioned, there is room for feedback and assimilation, multiple learning sources are 

provided, especially for learning through practice (simulation and games), and there is 

integrated assessment and certification. 

 

3.2.4. TRAINING PROGRAM ASSESSMENT METHODOLOGY  

As already pointed out, training and education has to do with the trainee change, so as to 

easily adapt to the new working environment conditions. The evaluation of the training 

intervention, which is sought after with the specific training program where training 

objectives and the expected outcome have been defined, entails to identify three stages of 

the attempted change and to assess them. More specifically, these are the three stages: 

 

 Short-term 

It shows how well trainees can implement the knowledge, skills and competencies 

acquired upon completion of the program and how the program responded to its goals. 

This process deals with the program as a whole, since the beginning and up to its closure. 

More specifically, the tools to be used are: 

1.  Self-assessment (as already described) 

2.  Assessment of the learning outcome (as already described) 

3. Certification of professional adequacy (transfer and application of the acquired 

knowledge, skills and competencies to a virtual world and environment) 

4. Evaluation of the program from trainees through a specialized digital questionnaire, 

where trainees will record their opinion on the success of the program (Annex 3) 
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 Medium-term 

It relates to measuring of the trainees’ performance and new potential when returning to 

their working environment. It is necessary to monitor and measure, for a period of at least 

three months after completion of the program, the skills transferred and applied in the 

working position and generally in the working environment. More specifically, the tools to 

be used are:  

1. Sample visits of “Mystery Shoppers” during the quarter, with the use of a specific 

scenario and visit requirements, in order to assess any improvement of customer 

front-office desk service based on knowledge, skills and competencies/ attitudes 

acquired and transferred by the trainee back to job. 

2. Specialized questionnaire on the “Transferring” and Application of training on the 

job position. This questionnaire will be filled-in by the trainees and their Supervisor 

/Head three months later.  

3. Performance measurement index, as defined by each company. 

 Long-term 

Measuring the training’s impact on the broader operation of the store/office where training 

took place or for the company as a whole. It has to do with measuring training performance 

on the basis of the financial result and data. In order to draw safe conclusions, it is 

necessary to do so later than a trimester. In particular, the tools to be used are: 

1. Index/indicator to assess any improvement of the Store or the Company’s profit 

2. Index/indicator to assess training: profits into training investment cost. 
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3.3. STRUCTURAL CHARACTERISTICS 

Based on the above, an integrated training and educational framework adapted to the 

needs of front-office desk employees has to focus on developing strong skills to sell, 

provide qualitative service and be able to adjust to change. The following detailed 

presentation of the complete series of proposed thematic fields and the respective training 

material responds not only to the contemporary environment but also to the systematic and 

in-depth intervention to the identified training “deficit” of the same target group, as outlined 

in IO1. 

 

3.3.1. STRUCTURE & CONTENT OF THE PROGRAM 

In order to achieve the scope and the objectives mentioned above, the structure of the 

program is based on two distinct axes, evidently per professional activity: 

 Covering the training “deficit” with the evaluation and certification of the learning 

outcome through interactive webinars per thematic field, needed to improve front- 

office desk customer service. 

 Transforming the current orders-receiver to tomorrow’s salesperson through virtual 

interactive experiential games based on scenarios developed according to front-

office desk employees’ stories/narratives.  

 

The training program is evolving in three training- learning stages, as shown below: 

 

 

  

1
st

 Phase 

 Synchronous &Αsynchronous 

(Webinars) E-learning 

2
nd

 Phase  

Asynchronous E-learning 

(serious game) 

3
rd

 Phase 

Classroom & Final Evaluation, 

CERTIFICATION (Experiential 

Scenario)   
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1st PHASE:  

SYNCHRONOUS & ASYNCHRONOUS E-LEARNING 

At this stage, the trainees are able to systematically focus on a fast-track interactive 

learning process, which will allow them to refresh or even understand the total number of 

tasks they have to perform in their daily work schedule in order to achieve optimum and 

qualitative customer service. At the same time, trainees will assess their current 

activities/performance and what they can do more, so as to respond typically and 

practically to the six dimensions of their company’s customer-oriented culture:  

1. Compilation and dissemination of information 

2. Long-term customer relations  

3. Customer needs analysis  

4. Continuous improvement of customer satisfaction  

5. Transformation of “order-receiver” into front-office office desk “sales person” 

6. Customer training  

At this stage, the learning activity will last in total 29 teaching hours and it consists of: 

 Synchronous E-learning: guidance, facilitation & question-solving (3 hours), 

 Webinar 1, 2 & 3: navigation & tutorials for crucial modules, as indicated in ΙΟ1 (4 

hours), 

 Self-study: professional customer service manuals (19 hours) (classroom equivalent) 

and 

 Assessment: introductory questions, self-assessment and creative thinking questions 

(3 hours) (classroom equivalent). 

 

 

 

 Synchronous e-learning: Guidance, facilitation, solving queries (3 h)  

 3 Webinars (4 h)  

 Self-study: manuals (19 h)  

 Assessment: introductory questions, self-assessment and creative 
thinking questions (3 h)  

Total Workload: 29 h 
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The content of this learning stage is broken down as follows:  

WEBINAR 1 MODULES HOURS 

T
O

T
A

L
: 

1
0
 h

o
u

rs
 

CUSTOMER 
SERVICE 
FUNDAMENTALS 

1] Market & Competitive business environment  1 

2] Front Office Organization  1 

3] Customer-oriented Culture 1 

4] Time & Stress Management, Working Climate 1 

5] Communication skills & Empathy 2 

6] Relations/Information Management & Customer Evaluation 2 

7] Sales Targets, Evaluation & Personal Development 2 

WEBINAR 2 MODULES HOURS 

T
O

T
A

L
: 

1
0
 h

o
u

rs
 

EXCELLENCE IN 
CUSTOMER 
SERVICE 

1] Customer Service Roadmap   

1.1] Preparation 1 

1.2] Positive Attitude –Climate 1 

1.3] Personal Commitment & Facilitation 2 

1.4] Follow-up 2 

2] Build Lasting Relations of Trust with the Customer 2 

3] Complaints Management & Problem solving 2 

WEBINAR 3 MODULES HOURS 

T
O

T
A

L
: 

9
 h

o
u

rs
 

MODERN 
RETAIL SALES 
TECHNIQUES  

1] Front-office Sales Roadmap   

1.1] Customer approach at front-office desk 1 

1.2] Listening –Identification of customer needs –Proposals 2 

1.3] Negotiation/Objections –Alternative proposal  2 

1.4] Acceptance – Sales closure– Value 1 

2] Sales is a Team Effort  1 

3] Dealing with difficult customers 1 

4] Corporate reputation & Esteem 1 
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2nd PHASE:  

SERIOUS GAMES –PROFESSIONAL ACTIVITIES SIMULATION  

At this phase, the trainees have the opportunity to examine and attentively monitor through 

a fast-track interactive learning application process, which will allow them to act with less 

limitations, and to develop, in a virtual environment based on their own scenarios, the 

knowledge, skills and competences necessary for the performance of their daily tasks 

aiming at outreaching customer expectations. At the same time, the aim is also to allow the 

trainees to experience in a safe virtual environment that they have the possibility to 

constantly improve customer’s satisfaction, since- by simulating real conditions- this is 

easily understandable and raises no doubts. In this way, a very important objective will be 

achieved, which is related with the beginning for mindset change, meaning that today and 

in the future it is not enough for employees to do their job well, but to want to do it daily 

even better.  

The learning application process of 10 teaching hours (classroom equivalent) at this stage 

includes the following: 

1ST SERIOUS GAME: 1ST PROFESSIONAL ACTIVITY– PREPARATION FOR 

CUSTOMER RECEPTION 

The content of this game, total duration of 48 minutes, will be based on three individual 

scenarios (sub-scenarios) referring to the beginning of the day: 

First Scenario (emphasis/ focus2), duration 16 minutes: how front office desk employees 

pave the way for the optimum customer service as they wish to: 

 Plan their daily transactions based on expected customers  

 Write-down their daily needs and settle the commitments undertaken before their 

customers  

 Keep their counter tidy and clean, while maintaining its equipment 

                                                           

2
 Emphasis= the “deficit” identified by the initial survey. 
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Second scenario, duration 16 minutes: how front office desk employees are provided/ 

supplied with all means necessary to perform their job, as they wish to: 

 Be accordingly informed and receive relevant guidelines/ instructions 

 Be provided with all necessary material, documents/ forms and financial values (ex. 

money orders, cash, etc.)  

 Check and record all internal transactions  

Third Scenario, duration 16 minutes: how employees take care of their counter’s smooth 

operation, as they wish to: 

 Check the working status/readiness of their counter’s computer equipment and put 

in service all corresponding applications  

 Ensure Customers’ unhampered access to the counter, documents and automatic 

machines. 

2ND SERIOUS GAME: 2ND PROFESSIONAL ACTIVITY – SALES AND PROMOTION OF 

THE PROVIDED SERVICES & PRODUCTS  

This game, total duration of 60 minutes, will be based on three individual scenarios (sub-

scenarios) referring to the main and crucial task of the day: 

First Scenario (emphasis/ focus), duration 18 minutes: how front office desk employees 

provide accurate information and trace customers’ needs, as customers seek: 

 A gentle welcome and a careful listener  

 A reliable information provider and a person who identifies their needs  

 Someone to propose integrated solutions and guide them  

Second Scenario, duration 18 minutes: how front office desk employees arrange and 

manage the sale of products and services as they have to: 

 Negotiate with the customer and highlight the benefits of the proposed solution  

 Arrange/conduct the sale and commit before the Customer  

 Duly invoice and complete in an exemplary way all financial issues pertaining to 

sales  
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Third Scenario (emphasis/ focus), duration 24 minutes: how employees build on long 

term trust relations and disseminate information, as customers seek someone to:  

 Personally handle their objections and respect their opinions  

 Provide reliable consultation on alternative solutions provided by the company  

 Assess their satisfaction in order to exceed their expectations next time  

 

3RD SERIOUS GAME: 3RD PROFESSIONAL ACTIVITY– CUSTOMER SUPPORT AND 

DISSEMINATION OF INFORMATION  

This game, total duration of 36 minutes, will be based on three individual scenarios (sub-

scenarios) referring to particularly important task of sales support, after their completion, 

which is necessary for customers, so as to exceed their expectations: 

First Scenario (emphasis / focus), duration 12 minutes: how front office desk employees 

support their company’s brand name and esteem through the: 

 Responsible management of customers’ complaints, while transforming them into 

sales opportunities  

 Personal monitoring of the commitments undertaken before customers and 

information / follow-up to the customer   

 Availability of resources and products for customer service  

Second Scenario (emphasis / focus), duration 12 minutes: how front office desk 

employees assess existing customers and identify new customers through the:  

 Systematic recording of customers’ frequency visits and product preferences    

 Identification of new customers and application of the best possible way to 

approach them  

 Evaluation of the information gathered and further information of the competent 

persons.  

Third Scenario, duration 12 minutes: how front office desk employees ensure the quality 

of provided products and services, as they consciously have to: 
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 Comply with quality specifications and procedures for providing products and 

services  

 Process and handle securely all transactions related to the provision of products 

and  services  

 Comply with health and safety regulations related to the performance of 

transactions  

 Evaluate and propose improvements on the followed current procedures and 

specifications of provided services and products.  

 

 

 

 

 

 

 

 

 

 

 

 

3RD PHASE:  

EXPERIENTIAL SERIOUS GAME & PROFESSIONAL COMPETENCE CERTIFICATION 

At this phase, trainees have the opportunity to focus on weighing their professional 

competence in transferring and applying the acquired knowledge, skills and competencies 

at their job position. This fast-track interactive learning certification process combines the 

range of main and individual customer service professional activities. The experiential 

scenario, where the employee and customer exchange roles (role-playing), aims at- 

primarily and as an ultimate goal- enabling the employee to experience in a 3D virtual 

Serious Games (per professional activity) 

 Serious Game 1- Preparation for Customer reception 

 Serious Game 2- Sales & promotion of the provided services and 
products  

 Serious Game 3- Customer support and dissemination of 
information  

Total Workload: 12 h (classroom equivalent) 
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environment the attitudes and emotions developed during an integrated customer service 

process. This is very important not only for customers to buy and see their expectations 

exceeded, but mainly to become a loyal and dedicated customer, thus rewarding the 

employee with feelings of pride, confidence for the outcome and commitment to his/her 

daily task and to the company. In this way, the willingness to change mindset and 

steadily build a professional conscience will be certified. This is needed particularly for 

Bodies/Organizations related to the State and have enjoyed until recently the privileges of 

monopoly.    

The learning process for transferring expertise and certification, duration of 9 teaching 

hours (classroom equivalent) at this phase includes: 

Classroom activity: 

 Thematic Test, duration of 1 teaching hour. The trainees will have to reply το 25 

multiple-choice combined content questions. These questions are randomly chosen 

from a pool of 200 questions and they are different for every trainee.  

 Experiential Certification Serious Game (duration of 8 teaching hours or 2 hours 

of continuous flow- classroom equivalent): This game will focus on all three 

professional activities having as a common denominator personal commitment, 

credibility and integrated solutions, as well as the creation of loyal customers. 

Τhe scenario is based on real facts and it is the outcome of a live technically 

guided experiential filmed activity, which will be carried out through the 

reenactment by selected super users, from front-office desk counters of the three 

partner postal organizations, of daily events and working conditions. The aim is to 

detect deviations and their reasons during the performance of daily tasks, as well 

as to draft the road map with the relevant corrective actions.    

 

  Thematic Test 

 Experiential Certification Serious Game  

 

Total Workload: 11 h (classroom equivalent) 
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To conclude, 

The content and the structure of the program, as described above, constitute an innovative 

approach for acquiring or improving the customer service professional qualifications of the 

counter employee. This is because the program focuses on what adult employees really 

want, in order to perform better and to easily adapt to the constant changes of their 

working environment.   
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3.3.2. TRAINERS & COACHES- FACILITATORS 

For the training program to succeed, it is necessary to introduce another innovative 

element, according to which the trainer, as traditionally known, is present only at the 

webinars. Throughout the rest of the learning process, the role of the trainer is replaced by 

ordinary front-office desk employees, selected in such a way so as to be highly 

experienced and professionally competent on task performance, as well as trained to 

undertake the role of Coach-facilitator. Based on the IO1 findings, this novelty is estimated 

to deliver better results within the planning of this specific program, as trainees are more 

familiar with the employee of the nearby counter and they presumably trust each other. 

This is in many ways beneficial for the program’s success, as trainees will feel more 

secure, more confident in making questions and, finally, to communicate with each other, 

whenever they feel like it.  

It is therefore obvious that, within this training program, the learning process is seen as a 

dynamic interdependence process not with the trainer but with the Coach-facilitator and 

the trainees, who are placed at the center of the training action. Therefore, the roles of 

these specific contributors are as follows:  

 Trainer 

The Trainer’s main responsibility is to develop, within a short period and in co-operation 

with KEK-ELTA and SQLearn, with the highest possible quality and persuasion indexes, 

the lectures for navigation and teaching of the selected critical webinar modules as well as 

the coaches/ facilitators’ training. Moreover, the trainer has to provide the Coach-facilitator 

with the indicative/model answers, so that the latter can assess the introductory and 

creative thinking questions. In order to fulfill the abovementioned tasks, the trainer shall 

study all training material and all types of questions, so as to prepare the respective 

presentations accompanying webinars teaching. The trainer may be a member of the 

academic community or the market and shall have extended teaching and professional 

experience on the relevant module subject.    

 Coach – facilitator 

The Coach–facilitator acts in all levels as a consultant, guide and facilitator for the trainee 

throughout the training period, aiming at strengthening trainees in their learning and 
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implementing effort and certification. The Coach-facilitator is responsible for the 

development and smooth functioning of a secure learning environment, the support of   

trainees’ activation, the reinforcement of their creativity, the continuous assessment of the 

training process and the learning outcomes.  

The Coach– facilitator provides trainees with a framework of support and dialogue, so that 

they can recognize a given problem and try alternative ways to address it. So, the Coach-

facilitator is called to support, organize and enhance trainees’ action. This concept 

presupposes dialogue development, respect for diversity and the promotion of a critical 

stance towards new knowledge, skills and competencies.  

The Coaches– facilitators are experienced company executives assessed as having high-

level professional competence for supporting this program as well as for effectively 

contributing to the systematic improvement of their professional qualifications. Additionally, 

it is estimated that the Coaches –facilitators, through their practice, having experienced 

respective situations regarding front-office desk customer service and being familiar with 

the program requirements, are able to fully understand trainees’ needs and to make every 

possible effort to cover these needs.  

In order to implement the program in a homogenous way, the Trainer & Coach-Facilitator 

Guide has been drafted (Annex 2).  

 

3.3.3. TRAINEES PROFILE & PORTFOLIO 

 General characteristics  

The trainees are front-office desk employees of the partner Postal Organizations. They 

participate in order of priority, following an open invitation to all employees, in conjunction 

to their qualifications and their job position at the time of submission of the relevant 

application.  

 Experience 

The participants have to work as front-office desk employees at least during the last three 

years, so that they have gained a significant range of experience necessary for 

participating in the program.  



 

 

 

 

 

 

 

46 IO2 – Training Curricula for Customer Service 

  “Portfolio” Set-up   

In co-operation with the Coach–facilitator, the trainees compile their “Portfolio”, that is 

their personal file for this specific training program, which includes all documents proving 

that  they have certain professional knowledge, skills and competencies.  

It is noted that the documents submitted in the “portfolio” are not of a formal/typical 

character, i.e. a formal document certifying that the employees worked for a certain period 

on a specific subject, but a sample of their work or the assessment made by their 

supervisor who monitored and evaluated their performance. The said supporting 

documents shall be: 

 Adequate  

 Valid  

 Original 

 Updated 

The “portfolio” of this training program may include the following:  

 Certificates of attendance and/or completion of formal or informal training and 

vocational programs  

 Employers (past or present) certificates, describing responsibilities, tasks, jobs and 

work performed by the employee  

 Certificates or other documents of attendance of training seminars  

  Reference letters (if available) 

 Curriculum Vitae  

 Proof of the interested applicant’s work  

In order to implement the program in a homogenous way, the Trainee Manual has been 

drafted. (Annex 1).   
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4. SPECIFICATIONS FOR THE TRAINING MATERIAL AND TOOLS 

4.1. PROGRAM SUPPORT MANUAL 

The drafting of the program’s training manual aims at supporting trainees, given that:  

 Learning is an interaction between the trainees and the educational material aiming 

at multiplying their stimuli during the learning process.  

 The trainees stand mainly alone before the training material, as the trainer is not 

presenting the overall material into classroom, but he/she simply guides, consults, 

motivates and facilitates the trainees, depending on the learning pace, so that the 

latter do not get discouraged and give-up the effort.   

The training material shall be original and include texts of scientific and professional 

background, paradigms, best practices, case-studies, exercises for self-assessment and 

creative thinking, all of which have been specially developed to address the needs of this 

distance-learning program. The structure of the said manual is as follows: 

PROFESSIONAL MANUAL: TITLE OF THE MANUAL (I.E. CUSTOMER SERVICE 

FUNDAMENTALS) 

MODULE 1: CHAPTER TITLE (i.e. MARKET & COMPETITIVE BUSINESS 

ENVIRONMENT) 

 Chapter 1: INTRODUCTION  

A short module navigation, so as to create a positive learning environment through stimuli 

related to the experiences of the adult trainees and the way of using the training material, 

in order for the trainees to be willing to learn, recognizing by themselves their knowledge 

“deficit”.  

Sub-chapter 1: Learning Objective 

The module objective, in order for the trainees to clearly know what knowledge, skills 

and competencies they will acquire, as a learning outcome, upon completion of the 

module. Depending on the module chapter, the objectives for knowledge, application, 

synthesis and evaluation are also expressed using the corresponding active verbs.  
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Sub-chapter 2: Expected results 

They define the attitude expected from the trainee upon completion of the training 

process. Therefore, the expected attitude has to be clear, measurable in an objective 

way, as well as stable or even improved in time. 

Sub-chapter 3: Key terms 

They are few, but they constitute the conceptual map of the module. 

 Chapter 2: KEY TERMS 

Presentation of the overall scientific and professional background knowledge that the 

trainees need to know, in accordance with their training needs (page 1). 

 Chapter 3: EMPLOYEES’ ACTIONS- GUIDELINES 

A road-map with the tasks that advise the trainees to implement in practice their creative 

skills and the specialized knowledge, skills and competencies they have acquired (pages 

1-2).  

 Chapter 4: PROPOSED TOOLS 

Various proposed tools that can be used by the trainees in order to achieve the above-

mentioned actions. 

 Chapter 5: SUMMARY- CONCLUSIONS 

It compiles and presents the main terms and crucial points of the module following a 

logical sequence, thus giving the trainee the opportunity to quickly review/recap the 

material and to go on stronger for assimilating new knowledge. 

 Chapter 6: BIBLIOGRAPHY– PROPOSALS FOR KNOWLEDGE ENRICHMENT  

The scientific and professional bibliography used along with 1-2 books proposed for 

parallel study or further knowledge enrichment, if the trainee wishes to do so during the 

program or after its closure.  

 Chapter 7: EVALUATION OF LEARNING RESULTS &PRACTICAL APPLICATION  
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Case-study (i.e. The way Michael works): presentation of a case-study or paradigm or best 

practice that gives the trainees the opportunity to assess the skills and competencies 

acquired by applying the cognitive background of the abovementioned module.   

 

 

MODULE 2 ………………………………………………………. etc. 

MODULE 3 ……………………..…………………………………etc.3 

                                                           

3
The above described structure of each module chapter and sub-chapter is the minimum required for adult 
vocational training. 
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The training material is submitted in electronic form (Word & Pdf) and in hardcopy (two 

copies) as follows:  

o Fonts Style: Arial 

o Fonts Size:  11 

o Text Body: basic 

o Up Page Margin: 2 cm 

o Down Page Margin:  2 cm 

o Left Margin:  2,5 cm 

o Right Margin:  2,5 cm 

o Header & Footer : 1,25 cm 

o Line spacing: at least 15 pt. 

 

4.2. LEARNING TOOLS, EVALUATION & CERTIFICATION TOOLS 

General 

The applicable tools for assessing and certifying knowledge, skills and competencies 

constitute an important part of the professional training process for the participants’ 

certification. They accompany and follow the personal study and the teaching-lecture to be 

used during the program. Upon completion of the learning process, the trainees will be 

able to:   

 evaluate – assess themselves and verify whether they have acquired the professional 

and theoretical knowledge and whether they are adequately acquainted with the 

operational mechanisms related to customer service at the front-office desk. 

 get feedback to their answers and introduce improvements that will help them to 

broaden the acquired professional and theoretical knowledge along with the 

respective skills and competencies.  
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 verify (qualifications/degrees) those professional qualifications (knowledge, skills and 

competencies) that correspond to the specific learning and practical outcomes of the 

program and lead to the development of a professional conscience.   

Alternatively, the trainees may come back, in order to adequately cover/ catch up with any 

material they did not understand through the revision of the specific part of the program 

and the respective certification activities. 

The substantial approach of the analytical description and application of the certification 

mentioned below has to comply, both in theory and in practice, with the: 

 descriptive indicators defining the eight levels within the European Qualifications 

Framework (EFQ) and the respective National Framework. 

 European system, which relates to gathering, recognizing and transferring credit units 

(ECVET) during professional training and education.  

Therefore, it is essential- for verifying whether the tools correspond to the needs of the 

specific program to specify, according to the National Organization for the Certification of 

Qualifications and Vocational Guidance (EOPPEP), the following: 

 Vocational training program. A list of learning activities related to the content and 

the methods applied in order to achieve the educational or vocational goals, organized 

with a sequence logic and for a given period of time.  

 Professional Qualification, means the formal outcome of an assessment and 

validation process, which is achieved when the competent body ascertains that a 

person has achieved learning outcomes corresponding to certain specifications.  

 Specifications, are the commonly accepted performance points, which consider a 

certain performance as efficient. Specifications are applicable to systems 

(performance level of the certification system), providers (performance level of the 

training provider) and persons (performance level of a trainee to become certified).  

 Learning outcome, is the expected outcome of the learning process, regardless of 

the way learning is achieved, based on the educational goals of a learning activity or 
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an integrated program and it refers to the knowledge, skills and competencies a 

trainee is expected to know, understand, analyze, evaluate and generally be able to 

apply following the successful completion of the activity.   

 Knowledge, stands for the outcome of assimilating knowledge through learning. 

Knowledge is the body of positive facts, principles, theories and practices related to a 

field of work or study.   

 Skill, stands for the ability to apply knowledge and expertise for carrying-out tasks and 

solving problems. Skills within the EQF are classified as cognitive (use of logic, 

intuitive and creative thinking), and practical (mastery in the manual use of methods, 

materials, tools and instruments). 

 Competency, is the proven mastery in using knowledge, skills and personal, social 

or/and methodological abilities within work or studies situations or even professional 

or/and personal development. The competency description in the EQF relates to 

responsibility and autonomy.  

 Certification of the learning outcome, is the process through which a certified body 

issues a qualification/degree, which officially proves that a range of learning outcomes 

achieved by the individual, has been assessed and valuated on the basis of 

defined specifications. 

 Credit Unit, is the numerical display/presentation of the total “volume” of the learning 

outcomes corresponding to a certain qualification/degree, as well as the volume of the 

training modules needed for acquiring the qualification/degree. Credit units give 

information on knowledge, skills and competencies a person should have, in order to 

obtain a certain qualification. One (01) credit unit is corresponds to 25-30 learning 

workload (lecturing, personal study, training activities etc.).  

This assumption enables us to understand that front-office desk employees 

participating in the program will receive up to three (3) credit units, provided that their 

learning outcomes have been successfully assessed and evaluated on the basis of 

predefined specifications. 
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The said credit units are the result of evaluating and assessing on the basis of 

predefined specifications the learning and certification system and the tools below.  

 The successful completion of the program and the certification process, since there is 

also the respective occupational profile, places participants at level five (05) of the 

EQF, given that all descriptors are fulfilled, providing for the following:    

o Knowledge: broad, specialized, objective and theoretical knowledge on the 

respective working field of the selected orientation and awareness of the 

knowledge limits.    

o Skills: a wide range of cognitive and practical skills required for generating 

creative solutions to abstract problems.  

o Competencies: a) exercise management and supervision in the framework of 

working activities in their professional orientation where there are unpredictable 

changes and b) assess and develop personal performance and other person’s 

performance.  

 

Α] ASSESSMENT AND CERTIFICATION OF THE LEARNING OUTCOME OF 

KNOWLEDGE, SKILLS AND COMPETENCIES  

4.2.1. INTRODUCTORY QUESTIONS  

OBJECTIVE: The introductory questions certify the trainee’s level of existing knowledge, 

skills and competencies, so that the circle of change can begin using as vehicle the 

training program. The introductory questions precede the training activity. These questions 

give trainers/facilitators the necessary information-feedback so as to respectively modify 

their interventions during the session of the synchronous e-learning, as well as the 

guidance the participant needs during the phase of the asynchronous e-learning- personal 

study.   

FEATURES: The introductory questions enhance the interactivity of the training material 

and stimulate trainees’ motivation for the training module they will be taught and study. For 

this reason, the introductory questions shall: 
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 Be neither too specialized nor too difficult, so as not to discourage the trainees 

thinking that they do not have the background required to participate in the program.  

 Cover the basic terms of the module that the trainees will be taught and study and 

not exceeding the number of three (03).  

 Be open-ended, up to 15-20 words, so as to motivate the trainees, to express their 

opinion and think in a self-reliant way. 

 Require a short answer, maximum four lines or 60 words, so that the trainees learn 

to express themselves in a concise and coherent way.  

 Be formulated in such a way that the actual level of trainees, through their 

experience, can be demonstrated, mainly regarding knowledge (and secondarily 

skills and competencies), if this can be assessed at this stage of the training 

process.    

 Avoid the correct or wrong answer, as this approach discourages and stresses the 

participant.  

APPLICATION: The trainee replies to the introductory questions via the e-learning 

platform mainly before the first session. All introductory questions are presented together 

and from the moment trainees enter the platform there is no time limit to reply and choice 

limit to reply to the 1st question, regardless of the order of appearance. It is clear that if the 

trainees have not replied until the beginning of the program, then, and only then, they lose 

the right to answer these questions.   

RESULTS: Through the introductory questions, the following are achieved: 

 Self-activation and active participation of the trainee to the learning process since the 

beginning of the training program. 

 Increase of the trainees’ self-esteem and self-confidence, as they make use of their 

knowledge and experiences. 

 Communication of the trainees’ ideas and facilitation of their guidance by the trainer 

throughout the personal study phase. 

 Trainers review their strategy, as they identify trainee’s learning needs and 

capabilities.  
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4.2.2. SELF- ASSESSMENT QUESTIONS  

OBJECTIVE: The self-assessment questions certify on an individual level –and not in 

comparison with other participants- the level of assimilating knowledge, skills and 

competences addressed by a specific module, so that the trainees can identify on their 

own those aspects that require improvement or further personal study or assistance by the 

trainer. In this way, the trainee ensures feedback within the context of the learning 

process, while the trainer has the opportunity to make targeted interventions either through 

questions received from the trainee or, whenever he/she deems necessary, during the 

asynchronous e-learning-personal study phase.   

FEATURES: The self-assessment exercises provide an individual and adequate 

performance indicator for the trainees and in order to achieve the abovementioned 

objective and, at the same time, they motivate trainees to focus on crucial parts of the 

training material during their personal study. Therefore, the self-assessment exercises 

shall:  

 Be concrete and comply with the learning objectives of the module and the key 

words.  

 Be formulated in a simple language, avoiding idioms, abstract and ambiguous 

words.  

 Not guide the trainees to reply in a given way, but to allow them to reply in their 

own way, formulated by the learning process.   

 Not be of a hypothetical nature or to bring the trainee in a difficult position when 

replying.  

 Be concise and coherent (maximum 15-20 words) following any of the three types:  

o correct – wrong,  

o matching  

o ranking  

 Cover as a minimum the basic concepts of the module and the corresponding key-

words, not exceeding the number of five (5).  

APPLICATION: The trainee replies to the self-assessment exercises via the e-learning 

platform mainly upon completion of the personal study in each module and in any case no 
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later than the day of the relevant thematic test. The self-assessment questions are 

presented to the trainee one by one and the trainee has twenty (20’) minutes to reply from 

the moment of entering the section and clicking on the 1st question. Once the trainees 

complete all self-assessment questions, for those questions that they may have given a 

wrong answer, they have a second chance to give the right answer. Upon final submission, 

the trainees learn their performance grade and the correct answers. In case the trainees 

give another wrong answer in the second submission, they are informed about which 

topics of the learning material they have to review and further study. It is clear that if the 

trainees have not replied until the day of the thematic test, they continue with the training 

process but they lose credits for the final assessment- certification.  

OUTCOMES: The self-assessment exercises succeed in: 

 Increasing the trainees’ self-esteem and self-confidence, as they certify on their own- 

without the fear of comparison- the level of knowledge and skills/competencies 

gained through each specific module.  

 Adequately identifying what the trainees liked or found difficult through their personal 

study process and whether the trainer has facilitated them. 

 Enabling the trainee to clearly understand the way of studying the module, as well as 

what is further needed (ex. other learning sources) to achieve the module’s learning 

objectives.   

 Enabling the trainees to fully understand the importance and value of the educational 

material towards broadening their professional horizons.  

 Enabling the trainers to adapt their tactics in accordance with the trainee’s learning 

needs and potential.  

 

4.2.3. CREATIVE THINKING QUESTIONS (PUBLIC DIALOGUE- FORUM) 

OBJECTIVE: The creative thinking questions certify, at the team level of work between the 

trainer and the trainees, the extent at which the knowledge (preparation, effort) gained 

through personal study leads to creative solutions-answers at problems from the everyday 
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practice or the trainer’s experience. Accordingly, through creative thinking questions, the 

skills/competencies gained become obvious (elaboration, maturity, idea/solution/ proposal) 

and they can be measured (evaluation) through the outcome resulting from the solution-

answer given. At the same time, the trainer encourages the trainees to express their ideas 

in a spontaneous way, so as to proceed to a synthesis based on the theoretical and 

practical background of the module, as well as to the broadening of the learning 

subject/module, where needed.    

FEATURES: The creative thinking questions constitute a team and adequate indicator of a 

an issue’ s multilevel review, in order to achieve the above-mentioned objective and also to 

motivate the trainee to compose and come up with creative solutions on a given issue 

during the personal study phase and the relevant synchronous e-learning sessions. 

Therefore, the creative thinking questions shall: 

 Progressively cover all basic concepts of the module studied by the trainee and not 

exceed the number of two (2) or three (3) maximum.  

 Be open- ended (maximum 20 – 30 words) so as to motivate the trainees to express 

their opinion and ideas freely and spontaneously.  

 Require a short answer (maximum five lines or 75 words), so that the trainees learn 

to expresses themselves in a coherent and mature way. 

 Be formulated in a simple language without idioms, abstract and ambiguous words 

and avoid bringing the trainees in a difficult position or discouraging them from 

participating.  

 Not guide the trainees to a reply in a specific way, but allow them to reply in their 

own way, as formulated by the learning process. 

 Not have a correct or wrong answer, as this is disappointing and creates stress when 

participating in the dialogue for finding a solution at the problem/ question posed by 

the trainer.   

APPLICATION: All trainees answer the creative thinking questions, since it is a team 

learning activity in the module forum of the e-learning platform. The activity is based on the 
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progress achieved through personal study and it is open to everybody. Each participant 

replies as many times as he/she considers it necessary, within the context of the dialogue 

taking place among all participants and the limits set by the trainer. The aim, at the end, is 

to compose the views and select the prevailing solutions-proposals-replies given on the 

issue set. The questions are uploaded by the trainer when he/she considers it appropriate, 

considering also all factors facilitating the participation of the whole team. The trainee is 

free to choose the reply time and is completed based on the limits set by the trainer. The 

trainees who do not participate may continue with the program, but they lose credits in the 

final assessment/certification process.  

OUTCOMES: The creative thinking questions achieve the following:  

 The participants feel more comfortable, as they can freely express their thoughts, 

make humor, and as a result the module environment becomes more friendly and 

relaxed.    

 The topic under discussion is examined thoroughly and, more importantly, the 

trainees count on their own strengths, thus having an obvious positive impact on the 

learning process and the training program. 

 The development of team spirit and fair play for finding the prevailing and best 

solution, taking full advantage of the creativity and experience of the whole team.  

 The transformation of certain trainees’ stereotypes and beliefs is favored by the 

plurality of ideas expressed and the different approaches submitted in the framework 

of further fostering the trainees’ critical way of thinking.  

   

4.2.4. THEMATIC TEST 

OBJECTIVE: The thematic test certifies, at an individual level, the ability to freely combine 

and use the knowledge, skills and competencies gained upon completion of the 

asynchronous and synchronous e-learning, as well as of the respective learning activities 

of every thematic field towards all (total) modules comprising this field, according to the 

expected learning outcomes. The thematic test is based on two axes leading to:  
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 the consolidation and final check of the knowledge, skills and competencies acquired  

 the development of critical thinking for elaborating solutions or taking decisions, which 

enables the trainees to express themselves more concretely and with justified 

arguments.  

In this way, it is certified that the trainees have the ability to adequately and efficiently 

respond, at a less or greater extent, at the working position when they are asked to 

perform the relevant task of the orientation chosen. At the same time, the educational body 

identifies in an objective way the level of achieving the program objectives, possible 

deviations and their causes, so as to introduce corresponding improvement actions in the 

next training program.  

FEATURES: The thematic test constitutes the final objective and reliable indicator for 

measuring trainees’ ability to further develop the knowledge, skills and competencies 

gained upon completion of the thematic field, while enabling trainees to be self-confident 

and feel secure at the working position. Therefore, the thematic test is comprised of: 

Twenty-five (25) multiple-choice questions of combined content which shall: 

 Cover all major and secondary concepts of the modules studied by the trainee and 

respond to the general objectives of the program.  

 Be formulated in a simple language, avoiding idioms, abstract, ambiguous words and 

assumptions.  

 Combine different types of knowledge and skills/competencies, as the ones 

observed or used daily when performing the relevant tasks. 

 Be based on trainees’ existing experience, highlighting the improvement of their 

professional qualifications upon completion of the specific thematic field of the 

program.  

 Create positive climate while performing the thematic test, so that the trainee is not 

stressed out and think freely when trying to choose the right answer.  

APPLICATION/ALGORITHM: The twenty-five (25) questions of the thematic test are 

randomly chosen from a pool of two hundred (200) multiple-choice questions 

corresponding to the program’s training material. The trainees answer these questions in 
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the e-learning platform. They appear in random order and shall be answered within 45’ 

from the moment of entering the thematic test. Trainees who do not participate in the 

thematic test have the opportunity to continue to the next step of the process, however 

they lose credits from the final result of the program’s successful completion and 

certification. 

OUTCOMES: Through the thematic test the following are achieved: 

 Participants become more responsible, as they can freely express their opinion and, 

in general, to combine theory and practice without fear.  

 The topic under discussion is examined thoroughly and, more importantly, the 

trainees count on their own strengths, thus having an obvious positive impact on the 

certification of the acquired knowledge and skills/competencies.  

 Maturation of the combined conceptual process for choosing or freely expressing the 

best solution in line with developing trainee’s creativity and experience. 

 The trainees reinforce their self-confidence after successfully replying to the thematic 

test questions as a result of further sharpening their critical thinking.   
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Β] CERTIFICATION OF PROFESSIONAL ADEQUACY OF KNOWLEDGE, SKILLS AND 

COMPETENCIES  

4.2.5. SERIOUS GAME- PROFESSIONAL ACTIVITY GAMES 

OBJECTIVE: The Serious Game provides feedback on the ability to professionally apply in 

practice, compose and use knowledge, skills and competencies acquired during the 

learning process, always in line with the objectives and the expected learning outputs. 

This is a way to illustrate the trainees’ adequacy to respond in a professional manner-

either to a larger or less extent- when exercising their tasks. At the same time, the training 

body objectively identifies the extent to which the program objectives were reached, any 

possible deviations and their relevant causes, so that appropriate improvement actions can 

be made in its final version.  

FEATURES: The Serious Game is the objective and reliable indicator for the assimilation 

of knowledge, skills, and competencies that the trainees should acquire or improve in the 

context of the program. It also helps the trainees to feel confident and secure when 

executing their tasks. That is why the Serious Game is based on: 

Simple everyday procedures and real situations from the execution of tasks in line with 

each professional activity relevant to customer service at the front office desk. In particular, 

the Serious Game shall: 

 Cover all main and secondary tasks and activities of front-office desk customer 

service and meet the program objectives.  

 Be formulated (both the content and the relevant questions– options) in a simple 

language avoiding idioms, abstract or ambiguous words and assumptions.  

 Combine different real elements noticed or used when executing day to day 

professional activities.  

 Be based on the trainees’ existing experience, thus highlighting in practice the 

improvement of their professional qualifications.  

 Establish a positive environment so that the trainee can think freely and without 

stress so as to choose the best solution or sequence of tasks.  
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 Contribute to the further professional expansion of using the trainees’ knowledge, 

skills and competencies so as to make them feel sure and confident for their 

potential and to capitalize on the company’s opportunity life cycle.  

APPLICATION: The Serious Game is set in the e-learning platform. Its content has a 

certain sequence of actions and assignments that shall be completed within 25΄ minutes 

from the moment the trainees enter the platform and click option 1. The time of responding 

to the Serious Game’s requirements is after the completion of each webinar, freely chosen 

by the trainee, as it is accessible 24h. The trainees not participating cannot be awarded 

with the relevant certificate.  

OUTCOMES: The Serious Game achieves the following: 

 The participants become more responsible because they are free to express 

themselves and in general to combine theory with practice.  

 The topic under discussion is examined thoroughly and, more importantly, the 

trainees count on their own strengths, thus having an obvious positive impact on 

the certification of their professional knowledge, skills and competencies. 

 Maturation of the trainees’ professional conscience as a result of a conceptual 

process for choosing or freely expressing the best solution in line with developing 

trainee’s creativity and experience. 

 

4.2.6. EXPERIENTIAL CERTIFICATION GAME- EXPERIENTIAL SERIOUS GAME 

OBJECTIVE: The Experiential Certification Scenario provides certification for 

professionalism of each trainee in practice, experiencing a set of everyday situations and 

working conditions through a virtual world based on a very concrete scenario that will focus 

on all three professional activities via their common denominator: personal commitment, 

reliable/integrated solutions and loyal customers.  

This is a way to certify the trainees’ professional weighting to respond- either to a larger or 

less extent- when exercising their tasks. At the same time, the training body objectively 

identifies the extent to which the certification objectives were reached, not at the real work 
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environment but at the virtual one, any possible deviations and their relevant causes, so 

that appropriate improvement actions can be made on its final version.  

FEATURES: The Experiential Certification Scenario is the objective and reliable indicator 

of the trainees’ professional ability to effectively use at the working position everything that 

they either did not recognize before the training program or they knew but thought it was 

impossible to apply. At the same time, is helps trainees to acquire professional 

conscience, uniformity at the customer service task and mainly to bring down the 

stereotypes they had when entering the training program. That is why the Experiential 

Certification Scenario is based on: 

A complex and integrated experiential scenario comprising day-to-day activities at the 

working environment related to customer service at the front office desk, in a virtual 

environment, which shall: 

 Cover all professional activities for customer service at the front office desk and meet 

the program objectives. 

 Segue into (both the scenario and the trainees’ actions) specific combined options 

and solutions towards customer satisfaction.  

 Highlight the several actual elements noticed or used daily during the execution of 

the customer service tasks.  

 Be based on the trainees’ existing experience, thus recording the improvement of 

their professional qualifications.  

 Establish a positive environment so that the trainees can experience, without stress, 

the different available options and solutions and to be willing to apply them.  

 Contribute to a further professional expansion of using their knowledge, skills and 

competencies acquired, so as to establish a professional conscience. 

APPLICATION: The Experiential Certification Scenario is set in the e-learning platform. Its 

content has a certain sequence of actions and assignments that shall be completed within 

60΄ minutes from the moment the trainees enter the platform at the relevant area. The time 

of responding to the Serious Game’s requirements is after the completion of each previous 

learning activity, freely chosen by the trainee, as it is accessible 24h. The trainees not 

participating cannot be awarded with the relevant certificate.  
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OUTCOMES: The Experiential Certification Scenario achieves the following: 

 The participants wish to change and adapt because they are free to act and in 

general to combine, without fear, theory and practice.    

 A professional conscience is cultivated through their own choices, actions and 

powers which obviously affects positively the certification of their professional 

qualifications. 

 Maturation of the trainees’ professionalism as a result of a conceptual process 

aiming at finding the best solution in line with developing trainee’s creativity and 

experience.  
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5. CERTIFICATION OF PROFESSIONAL ADEQUACY 

Aim- Scope 

The purpose of this project’s Certification System is to describe the certification process of 

knowledge, skills and competencies of customer service employees working at a retail/ 

commercial shop front-office desk, as well as the issuance of the relevant certificate 

attesting success for the project’s Postal Partner Employees (pilot implementation). 

Description of Procedure 

This procedure is applied by a Certification Body, who is a project partner and accredited 

by ESYD according to standard EN ISO 17024, for the scope mentioned above.  

Review of Applications 

Applicants wishing to participate in the training and certification procedure shall submit 

electronically a relevant application to postal organization they belong/ come from. 

The participating postal partners send the applications to the Certification Body partner 

(C.B.), who informs interested applicants through appropriate material for the process 

followed. Applications are then forwarded to the "Audit Committee of Independence and 

Impartiality for Entities’ Certification" (Committee), which is composed of members of the 

respective Postal partner Organization and the C.B. and whose object is to safeguard the 

impartiality of the applied certification procedure. 

The Committee reviews the candidates’ application in terms of completeness of the 

required data and supporting documentation (at least a copy of the identity card or one 

recent color photo in electronic form). Candidates are informed of the acceptance or 

rejection of the application in writing or by email. In case the application is not accepted, 

the reasons for rejection are explained to the candidate. Applications not accompanied by 

the required documentation will not be accepted until the submission of all relevant 

documents.  

It is noted that only applicants who have successfully completed the previous activities 

(webinars, serious games) will be granted access to participate in the certification 

procedure.  

Planning and execution of work 



 

 

 

 

 

 

 

66 IO2 – Training Curricula for Customer Service 

The certification program is drawn up by the C.B. and it is announced on the website of the 

ERASMUS project online. 

The C.B. Secretariat undertakes to ensure the availability of the e-learning and 

examination platform and of the necessary equipment. It also undertakes to inform 

candidates in case of unscheduled changes at the examination procedure. 

Minimum number of participants for carrying out the exams shall be 20 candidates per 

postal partner. The C.B. Secretariat undertakes to inform candidates about eventual 

postponement of exams due to non-completion of the minimum number of candidates/ 

participants. 

Assignments 

After the above steps have been completed, C.B. determines the certification procedure. 

The C.B. has the responsibility of checking the operation of the questions pool and the way 

the 25 thematic test questions will be chosen, as well as the final experiential serious 

game and their safety net so as to prevent eventual leakage. 

The C.B. then sets the Certification Committee, which will conduct the certification 

through the modern e-learning platform tools and is comprised of the proposed members 

of the respective Postal partner Operator. The Certification Committee shall necessarily 

include a Member holding an academic Title equivalent or higher level of the participating 

employees. 

Supervisors are also defined, coming from the list of trainers and coaches/ facilitators. 

The C.B. provides the Certification Committee the guidelines for the certification of the 

participants’ professional competence, shortly before the beginning of the procedure.  

In each certification process, a List of Participants at the Certification Phases/ 

Requirements is drafted. 

Certification phase 

Candidates participate in e-certification phase in accordance with the procedure set. 

Upon their participation through the e-learning platform, candidates are confirmed by the 

user's name and unique personal code/ password. 
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The Certification Committee confirms the participants of the certification exams so as to 

ensure the impartial and fair assessment of all candidates. It then receives the List of 

Participants. 

The certification process is carried out at 2 levels: 

1. Certification of the training’s learning result through a thematic test of 25 multiple-

choice questions, randomly selected. 

2. Certification of transferring the knowledge, skills and competencies acquired after 

the completion of the training program through an experiential serious game at a 

virtual world and environment. 

The duration of the certification process (2 levels) will be 9 hours (classroom equivalent).  

Upon exhaustion of the set time limit, the Certification Committee issues the candidates’ 

final grades from the e-learning platform and prepares the Certification Record (Minutes). 

This Record is signed by all Committee members on all pages. The grading is based on a 

scale of 1-100. 

A candidate is considered successful having received a grade above 75% on average, as 

detailed in the Trainee Guide. The scoring is done with a whole number. 

The Certification Committee then delivers all the certification papers at the C.B. 

Secretariat. 

Certification Committee 

The Certification Committee comprises three members, namely the Chairman and two (2) 

Members. Committee members Exam are defined by the C.B. based on the list of Trainers 

and Coaches/ Facilitators appointed by the respective Postal partner Operator. 

The Certification Committee Members have proven ability and knowledge of the 

examination subject. 

The Certification Committee’s work is the assessment and monitoring of candidates for 

obtaining the corresponding Certificate. The Certification Committee takes care of every 

detail concerning the smooth conduct of the certification process, the confidentiality of the 
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thematic test Pool of Questions and the Experiential Serious Game before their conduct 

and the candidates’ grading. 

All Certification Committee Members sign the results’ Record with the candidates’ 

performance, which constitutes the recommendation to the C.B. for the decision to issue or 

not the relevant certificates of professional adequacy, once each candidate has 

successfully completed all relevant certification phases/ requirements. 

"Audit Committee of Independence and Impartiality for Entities’ Certification" 

The "Audit Committee of Independence and Impartiality for Entities’ Certification" consists 

of five (5) members and their respective deputies, who shall have at least the qualifications 

of Selection Boards’ members. 

The "Audit Committee of Independence and Impartiality for Entities’ Certification" consists 

of: 

a) two representatives of the Certification Body conducting the Certification 

b) three representatives from the relevant Postal partner Operator. 

The Committee has a quorum when at least three (3) of the five (5) ordinary or deputy 

members are present. 

The Chairman’s election committee takes place among its members. The Committee 

Chairman shall have the required qualifications, as he/she signs the recommendation to 

the C.B. for granting the Certificate. 

The Committee is supported by the C.B. Secretariat of C.B, which has no voting rights. 

For the purpose of safeguarding the confidentiality of personal data of candidates as well 

as of the exam papers, all Committee members and C.B. staff sign the Code of Conduct 

for personal data. 

Issuance of Certificates 

If the Committee recommendation is positive, the C.B. issues the relevant Certificate. If 

after 10 days no decision is taken by the Committee, then the decision to grant or not the 

Certificate is taken by the C.B. 
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In case the results are not accepted, the applicants are informed in writing or by e-mail for 

their performance/ score. If an applicant disagrees with the result, he/ she can appeal the 

decision of C.B. 

In any case, candidates that have not succeeded are eligible to re-participate at the next 

scheduled certification phase. In this case, candidates shall declare their interest by re-

filling in the Application Form. 

The Certificate is valid for 5 years. 

Successful candidates are listed in the Issued Certificates Registry of the C.B. 

Renewal of Certificates 

Certificates are subject to renewal every 5 years. 

In order to renew their certificate, candidates who hold a certificate shall submit a renewal 

application. 

The necessary documents to be submitted by the candidates along with the Application 

are: 

- the previous Certificate they already hold and 

- the proof of their interim working experience through an individual evaluation and 

performance measurement sheet. 

Suspension- Revocation of Certificates 

The C.B., in cooperation with the respective Postal partner Operator, reserves the right to 

suspend and / or revoke the Certificate in the following cases: 

1. Termination by a third party for non-application of the requirements outlined in the 

present IO2.  

2. Ascertainment of the "Audit Committee of Independence and Impartiality for Entities’ 

Certification" that the present procedure has not been followed. In this case, the cost 

arising during the corrective procedure and reissuance of the Certificate is born by the 

C.B.   
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6. GENERALIZATION OF THE PROCESS/ ROADMAP 

The outcomes and steps described in Outputs O1 & O2 are specially designed for front-

office desk customer service, serving as the basis for the pilot implementation of the 

certification process in postal operations within the framework of the particular project. As 

a reminder, O1 and O2 results set the structural elements for the development of a 

simulation application based on real-life scenarios, integrating serious gaming techniques 

to facilitate the development, evaluation and certification of knowledge, skills and 

competencies relevant to customer service within postal organizations (pilot 

implementation). 

The course/ evolution of this project can be easily generalized to fit any customer service-

related need. This chapter provides one guide with two different approaches for the 

generalization of the process: 

 The first is a “Quick-wins” approach that enables the quick modification and 

adaptation of the training syllabus and content which supports the implementation 

of general-purpose training programs in the area of customer service.   

 The second is a “Start from scratch” approach that provides a how-to methodology 

to create custom training programs specially adapted to particular corporate 

requirements.  

Both approaches contain elements that can be used “as-is” or require 

modification/adaptation. 

The generic roadmap of the process evolves in 3 steps (1: investigate, 2: design and 3: 

develop) and it is presented in Figure NNN. The first approach (“Quick-wins”) requires the 

implementation only of Step 3 (Develop) and it can be used when the service company is 

already aware of the current status and training needs related to customer service. It is 

useful either when the company needs to quickly implement a structured and robust 

training program or when it needs to redesign an existing program increasing its efficiency 

and attractiveness.  

The second approach (“Start from scratch”) requires the implementation of all 3 steps (1: 

Investigate, 2: Design, and 3: Develop) and it can be used when the service company has 
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no clear view of the training requirements and no previous experience in the 

implementation of customer-service related training programs.  

Table NNN presents a more detailed analysis of the particular roadmap steps. In this table, 

the 3 Steps are further analyzed in discrete activities, each of which includes its 

functionality (what we do), the importance (why we do this activity), the necessity (Yes, No, 

Nice-to-Have) and the methodologies examined and applied in the present project. Finally, 

for each activity certain points are noted that need attention during implementation, which 

can safeguard the process, avoid potential mistakes and increase overall value.  
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7. SUMMARY 

Intellectual Output 2 focuses on the development of the training curricula addressing the 

training needs of front-office desk customer service employees, as identified in the 

framework of IO1. More specifically:  

The project’s training program is developed on the basis of a blended learning scheme that 

makes use of new technology capabilities (distance learning (synchronous and 

asynchronous e-learning)- classroom training- practical implementation through 

experiential scenarios in a virtual environment). By the end of the program, trainees are 

expected to have gained the knowledge, skills and competencies necessary for exceeding 

customer needs and expectations as regards front-office desk customer service.  

The proposed training scheme evolves in three training- learning stages, including: 

 

 

 

 

 1st phase (synchronous & asynchronous e-learning/personal study) 

 Short navigation lectures  

 3 Webinars: navigation & tutorials for crucial modules 

 Self-study: professional customer service manuals (developed by the competent 

training project partners, incl. a trainee guide) 

 Assessment: introductory questions, self-assessment and creative thinking 

questions 

 2nd phase (serious games) 

 3 Serious games corresponding to the three front-office desk professional activities 

described in IO1, namely: 1. preparation for customer reception, 2. Sales and 

3
rd

 Phase 

Classroom & Final Evaluation, 

CERTIFICATION (Experiential 

Scenario)   

2
nd

 Phase  

Asynchronous E-learning 

(serious games) 

1
st

 Phase 

 Synchronous &Αsynchronous 

(Webinars) E-learning 
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promotion of the provided services and products, 3. Customer support and 

dissemination of information 

 3rd phase (final evaluation- certification) 

 Thematic test: multiple-choice combined content questions (randomly chosen from 

a pool of 200 questions, different for every trainee) covering all training material  

 Experiential Serious Game concerning all three professional activities of front-office 

desk customer service. Τhe scenario is based on real facts and working conditions 

and it is the outcome of a live technically guided experiential filmed activity. 

 

The successful accomplishment of all above-mentioned phases leads to a certification 

award issued upon completion of the program. A relevant certification process has been 

duly drafted by the competent project partner. As for the evaluation of the whole training 

program, this will be carried out on a three level basis (short, medium and long term 

assessment). 

It is to be noted that the learning process will be supported by coach-facilitators 

(experienced company executives) duly appointed by the participating postal partners, who 

will act as a consultant, guide and facilitator for the trainees throughout the training period 

(a coach/ facilitator & trainer guide has been also drafted). 

Last but not least, the IO2 contains a generic guide (roadmap) for the generalization of the 

process followed, so as to fit any customer service-related need. The said guide contains 

elements that can be used either as an “as-is”/ “Quick-wins” approach (quick modification 

and adaptation of the training syllabus and content) or a “Start from scratch” approach 

(how-to methodology for the adaptation of training programs addressing particular 

corporate requirements). 
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9. ANNEXES 

ANNEX 1- TRAINEE GUIDE 
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INTELLECTUAL OUTPUT 2 (IO2) –  
 

Trainee Guide 
 
 
 

The Strategic Partnership 
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Welcome   

 

Dear Εmployee,  

 

The complexity of the new strategic options for every commercial business indicate, inter 

alia, the need to give priority to the development of human resources in order to be able  to  

respond immediately and effectively, as well as to capitalize on all the opportunities arising 

from the new environment. 

In the context of this different course of development and perspective, it is absolutely 

certain that the employees will once again “make the difference”; however, this is deeply 

connected to the life-long improvement of your professional qualifications.  

That is why your participation in this program has to do with:  

 you above all and the continuous improvement of your professional qualifications   

 the Organization you work for, which invests on and anticipates your high 

performance at the front office desk and  

 the exploitation of new technology so that the new education and training 

methodologies can facilitate the learning process and you as well.  

Hoping to a constructive and mutually beneficial cooperation, we would like to thank you 

and assure you that you will be provided with every possible assistance and support at 

your training effort, so as to be able to better capitalize on the recognition of your job 

position, towards a common purpose and serving the common interest. Our actions will 

always be guided by the fact that: 

Customer Service is  the moment when customer expectations are not only 

met but also exceeded, as well  as the ultimate moment of truth for the 

company.  
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Introduction  

The design of a complete training framework adapted to the needs of front office desk 

employees focuses on the development of strong competencies for sales, qualitative 

customer service and adaptation to change. The following detailed presentation of the full 

series of training activities and of the relevant training syllabus addresses both the modern 

environment formed and the methodical and deep intervention in the identified training 

«deficit/gap» of the same target group.  

Participation in this specific training program leads to the acquisition of certified 

professional qualifications, which fully meet the needs of the participants and of the market 

in general.  

It also defines the participants’ professional qualifications which are mainly a personal 

matter but they also need to be in line with their company’s business needs. Their 

certification is a process of continuous personal development, including not only the 

selection of job but also the decision for balancing work with other life choices. 

Scope & Objectives of the Program  

The scope of the training program as a whole is to offer via distance learning 

(synchronous and asynchronous e-learning), classroom training, and practical 

implementation through experiential scenarios in a virtual environment: 

 maximization of the assimilation level of the customer service elements for 

improvement in combination to the current conditions, as a fundamental of the 

employees’ professional  adequacy and  activity,  

 reinforcement, in order to ensure the employee’s transformation from a simple “order-

receiver” to a “salesperson” and to achieve better results to mutual benefit,  

in the framework of a systemic, organized and experiential training intervention that leads 

to the creation of a front-office desk customer service model.  

In particular, the objectives of the training program, on the basis also of the certified by 

the National Organization for the Certification of Qualifications and Professional Guidance 
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(EOPPEP) occupational profile entitled “Employee of Postal Transactions and 

Support” are the following: 

Knowledge level: 

 to know in details and in depth the concepts composing optimal and qualitative front-

office desk customer service in combination with relevant concepts from closely related 

fields,  

 to thoroughly, objectively and dynamically detect all parameters of sales and qualitative 

front-office desk customer service and to propose integrated solutions. 

Skills level: 

 to describe and record adequately any concept of the material defined for the 

improvement of the employees’ professional qualifications, 

 to apply effectively in practice knowledge, skills and competencies acquired as a 

learning and practical outcome 

Competencies level: 

 to ensure a positive climate for the dynamic alignment of all team members in 

achieving the company goals, 

 to associate professionalism with the specific certification process and with the 

efficiency of their front-office desk customer service. 

Expected Outcomes 

By the end of the program, trainees are expected to have gained the necessary 

professional competence and to be able to respond with determination, flexibility, speed 

and confidence to the: 

 dynamically developing market that creates new perspectives for customers, the 

company and the trainee, 
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 exceedance of customer needs through new attractive and integrated solutions, thus 

satisfying customers, but also rendering them loyal and dedicated, 

 working environment where they daily showcase the desired attitudes through 

customer’s guidance and through monitoring of the performance measurement 

indicators, 

 structured process of evaluation and certification and the level of application of new 

knowledge, skills and competencies within the framework of a new obviously different 

image in front-office desk customer service. 

 

Duration 

Τhe training program starts at …………….. and ends at ………………., with a total 

duration of 48 teaching hours based on the following blended learning scheme: 

 3 hours of synchronous e-learning (1 session per multi-thematic manual) 

 26 hours of asynchronous e-learning (incl.: self-study + webinars+ introductory 

questions and creative thinking) (classroom equivalent) 

 10 hours (144 minutes continuous flow) of assimilation through Serious Games 

(classroom equivalent) 

 9 hours (1 hour thematic test + 8 hours experiential scenario (or 2 hours continuous 

flow) of assessment and certification (classroom equivalent) 

 

Structure and Content  

In order to reach the scope and the objectives mentioned above, the structure of the 

training program is based on two distinct axes per professional activity: 

 Coverage of the training “deficit/gap” with assessment and certification of the learning 

outcome through interactive webinars in the thematic areas where improvement of the 

front office desk customer service is necessary.  
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 Transformation of the current order-receiver into a future salesperson through virtual 

experiential games based on scenarios developed according with the narratives of the 

front office desk employees. 

 

The training program evolves in three training/learning stages, as shown below: 
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 Synchronous &Αsynchronous 

(Webinars) E-learning 
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CERTIFICATION (experiential 
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1st PHASE: 

SYNCHRONOUS AND ASYNCHRONOUS E-LEARNING 

At this stage, the trainees are able to systematically focus on a fast-track learning 

interactive process, which will allow them to refresh or even understand the total number of 

tasks they have to perform in their day-to-day schedule to achieve optimum and quality 

customer service. At the same time, trainees will assess their current performance and if 

they can perform higher so as to respond typically and practically to the requirements of 

the six dimensions characterizing the customer-oriented culture of their business:  

1. Compilation and diffusion of information 

2. Long-term relations with customers 

3. Customer needs analysis  

4. Continuous improvement of customer satisfaction level 

5. Transforming the “order-recipient” into front-office office desk “sales person” 

6. Customer training  

At this stage, the learning activity will last in total 29 teaching hours and it consists of: 

 Synchronous E-learning Training: guidance, facilitation & question-solving 

lasting 3 hours, 

 Webinar 1, 2 & 3: navigation & tutorials for crucial modules, as indicated after ΙΟ1,  

(4 hours), 

 Personal study: professional customer service manuals (19 hours-classroom 

equivalent) and 

 Assessment: introductory questions, self-assessment and creative thinking 

questions (3 hours -classroom equivalent) 

 

 

 

 Synchronous e-learning: Guidance, facilitation, solving queries (3 h)  

 3 Webinars (4 h)  

 Self-study: manuals (19 h)  

 Assessment: introductory questions, self-assessment and creative 
thinking questions (3 h)  

Total Workload: 29 h 
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The content of the learning activity is broken down into the following: 

WEBINAR 1 MODULES HOURS 

T
O

T
A

L
: 

1
0
 h

o
u

rs
 

CUSTOMER 
SERVICE 
FUNDAMENTALS 

1] Market & Competitive business environment  1 

2] Front Office Organization  1 

3] Customer-oriented Culture 1 

4] Time & Stress Management, Working Climate 1 

5] Communication skills & Empathy 2 

6] Relations/Information Management & Customer Evaluation 2 

7] Sales Targets, Evaluation & Personal Development 2 

WEBINAR 2 MODULES HOURS 

T
O

T
A

L
: 

1
0
 h
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u

rs
 

EXCELLENCE IN 
CUSTOMER 
SERVICE 

1] Customer Service Roadmap   

1.1] Preparation 1 

1.2] Positive Attitude –Climate 1 

1.3] Personal Commitment & Facilitation 2 

1.4] Follow-up 2 

2] Build Lasting Relations of Trust with the Customer 2 

3] Complaints Management & Problem solving 2 

WEBINAR 3 MODULES HOURS 

T
O

T
A

L
: 

9
 h

o
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MODERN 
RETAIL SALES 
TECHNIQUES  

1] Front-office Sales Roadmap   

1.1] Customer approach at front-office desk 
1 

1.2] Listening –Identification of customer needs –Proposals 
2 

1.3] Negotiation/Objections –Alternative proposal  
2 

1.4] Acceptance – Sales closure– Value 
1 

2] Sales is a Team Effort  1 

3] Dealing with difficult customers 1 

4] Corporate reputation & Esteem 1 
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2nd PHASE:  

SERIOUS GAMES –PROFESSIONAL ACTIVITIES SIMULATION  

At this phase, the trainees have the opportunity to examine and attentively monitor through 

a fast-track interactive learning application process, which will allow them to act with less 

limitations, and to develop, in a virtual environment based on their own scenarios, the 

knowledge, skills and competences necessary for the performance of their daily tasks 

aiming at outreaching customer expectations. At the same time, the aim is also to allow the 

trainees to experience in a safe virtual environment that they have the possibility to 

constantly improve customer’s satisfaction, since- by simulating real conditions- this is 

easily understandable and raises no doubts. In this way, a very important objective will be 

achieved, which is related with the beginning for mindset change, meaning that today and 

in the future it is not enough for employees to do their job well, but to want to do it daily 

even better.  

The learning application process of 10 teaching hours (classroom equivalent) at this stage 

includes the following: 

1ST SERIOUS GAME: 1ST
 PROFESSIONAL ACTIVITY– PREPARATION FOR CUSTOMER RECEPTION 

The content of this game, total duration of 48 minutes, will be based on three individual 

scenarios (sub-scenarios) referring to the beginning of the day: 

First Scenario (emphasis), duration 16 minutes: how front office desk employees pave the 

way for the optimum customer service as they wish to: 

 Plan their daily transactions based on expected customers  

 Write-down their daily needs and settle the commitments undertaken before their 

customers  

 Keep their counter tidy and clean, while maintaining its equipment 

Second scenario, duration 16 minutes: how front office desk employees are provided/ 

supplied with all means necessary to perform their job, as they wish to: 
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 Be accordingly informed and receive relevant guidelines/ instructions 

 Be provided with all necessary material, documents/ forms and financial values 

(money, stamps, etc.)  

 Check and record all internal transactions  

Third Scenario, duration 16 minutes: how employees take care of their counter’s smooth 

operation, as they wish to: 

 Check the working status/readiness of their counter’s computer equipment and put 

in service all corresponding applications  

 Ensure Customers’ unhampered access to the counter, documents and automatic 

machines. 

2ND SERIOUS GAME: 2ND
 PROFESSIONAL ACTIVITY – SALES AND PROMOTION OF 

THE PROVIDED SERVICES & PRODUCTS  

This game, total duration of 60 minutes, will be based on three individual scenarios (sub-

scenarios) referring to the main and crucial task of the day: 

First Scenario (emphasis/ focus), duration 18 minutes: how front office desk employees 

provide accurate information and trace customers’ needs, as customers seek: 

 A gentle welcome and a careful listener  

 A reliable information provider and a person who identifies their needs  

 Someone to propose integrated solutions and guide them  

Second Scenario, duration 18 minutes: how front office desk employees arrange and 

manage the sale of products and services as they have to: 

 Negotiate with the customer and highlight the benefits of the proposed solution  

 Arrange/conduct the sale and commit before the Customer  

 Duly invoice and complete in an exemplary way all financial issues pertaining to 

sales  

Third Scenario (emphasis/ focus), duration 24 minutes: how employees build on long 

term trust relations and disseminate information, as customers seek someone to:  
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 Personally handle their objections and respect their opinions  

 Provide reliable consultation on alternative solutions provided by the company  

 Assess their satisfaction in order to exceed their expectations next time  

 

3RD SERIOUS GAME: 3RD
 PROFESSIONAL ACTIVITY– CUSTOMER SUPPORT AND 

DISSEMINATION OF INFORMATION  

This game, total duration of 36 minutes, will be based on three individual scenarios (sub-

scenarios) referring to particularly important task of sales support, after their completion, 

which is necessary for customers, so as to exceed their expectations: 

First Scenario (emphasis / focus), duration 12 minutes: how front office desk employees 

support their company’s brand name and esteem through the: 

 Responsible management of customers’ complaints, while transforming them into 

sales opportunities  

 Personal monitoring of the commitments undertaken before customers and 

information / follow-up to the customer   

 Availability of resources and products for customer service  

Second Scenario (emphasis / focus), duration 12 minutes: how front office desk 

employees assess existing customers and identify new customers through the:  

 Systematic recording of customers’ frequency visits and product preferences    

 Identification of new customers and application of the best possible way to 

approach them  

 Evaluation of the information gathered and further information of the competent 

persons.  

Third Scenario, duration 12 minutes: how front office desk employees ensure the quality 

of provided products and services, as they consciously have to: 

 Comply with quality specifications and procedures for providing products and 

services  
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 Process and handle securely all transactions related to the provision of products 

and  services  

 Comply with health and safety regulations related to the performance of 

transactions  

 Evaluate and propose improvements on the followed current procedures and 

specifications of provided services and products.  

 

 

 

 

 

 

 

 

 

 

 

3RD PHASE:  

EXPERIENTIAL SERIOUS GAME & PROFESSIONAL COMPETENCE CERTIFICATION 

At this phase, trainees have the opportunity to focus on weighing their professional 

competence in transferring and applying knowledge at their job position. This fast-track 

interactive learning certification process combines the range of main and individual 

customer service professional activities. The experiential scenario, where the employee 

and customer exchange roles (role-playing), aims at- primarily and as an ultimate goal- 

enabling the employee to experience in a 3D virtual environment the attitudes and 

emotions developed during an integrated customer service process.  This is very important 

not only for customers to buy and see their expectations exceeded, but mainly to become 

a loyal and dedicated customer, thus rewarding the employee with feelings of pride, 

Serious Games (per professional activity) 

 Serious Game 1- Preparation for Customer reception 

 Serious Game 2- Sales & promotion of the provided services and 
products  

 Serious Game 3- Customer support and dissemination of 
information  

Total Workload: 12 h (classroom equivalent) 
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confidence for the outcome and commitment to his/her daily task and to the company. In 

this way, the willingness to change mindset and steadily build a professional conscience 

will be certified. This is needed particularly for Bodies/Organizations related to the State 

and have enjoyed until recently the privileges of monopoly.    

The learning process for transferring expertise and certification, duration of 9 teaching 

hours (classroom equivalent) at this phase includes: 

Classroom activity: 

 Thematic Test, duration of 1 teaching hour. The trainees will have to reply το 25 

multiple-choice combined content questions. These questions are randomly chosen 

from a pool of 200 questions and they are different for every trainee.  

 Experiential Certification Serious Game (duration of 8 teaching hours or 2 hours 

of continuous flow- classroom equivalent): This game will focus on all three 

professional activities having as a common denominator personal commitment, 

credibility and integrated solutions, as well as the creation of loyal customers. 

Τhe scenario is based on real facts and it is the outcome of a live technically 

guided experiential filmed activity, which will be carried out through the 

reenactment by selected super users, from front-office desk counters of the three 

partner postal organizations, of daily events and working conditions. The aim is to 

detect deviations and their reasons during the performance of daily tasks, as well 

as to draft the road map with the relevant corrective actions.    

 

 

 

 

  

 Thematic Test 

 Experiential Certification Serious Game 2 

 

Total Workload: 11 h (classroom equivalent) 
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Assessment and Grading Method 

The trainee is assessed and certified though the following: 

1) Self- assessment and creative thinking exercises (Forum) 

2) Weighing of the level of assimilation through Serious Game per professional 

activity  

3) Thematic Test covering all training material of the program (pool of 200 questions) 

4) Certification of professional adequacy through experiential Serious Game 

complying with the set timeline. Except in the case of the creative thinking questions where 

grades are awarded by the coach within 1 week from the forum closure, the grading for the 

rest is automatically awarded. The grading scale for each activity is 0 to 100%. 

The assessment and certification grading results from the following:  

Self assessment & creative thinking exercises  15%  

Serious Games (pass base 70%) 25% 

Thematic test (pass base 75%) 30% 

Experiential Serious Game (pass base 80%) 30% 

Total 100% 

 

The completion of the Training Program is considered successful when the trainees have 

received at the least the pass base grade at each assessment activity. If not and given that 

the next assessment phase/activity will be locked until the previous activity is successfully 

completed, the trainees will be asked to improve their performance and repeat those 

activities in which they did not succeed. 

The coach/ facilitator is responsible for keeping you posted about your grades. In case you 

need any clarification for your grades, you may e-mail the coach/ facilitator, who will in turn 

contact the competent trainer to reassess the grade. The coach/facilitator will then let you 

know about the new results.  
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More information about each activity and its role to the final grading are given below:  

1. Self-assessment exercises and critical thinking questions(Forum) 

The self-assessment exercises aim at allowing you to control your personal study 

dedicated for each module. They cover crucial points of the training material that will help 

you focus more on major concepts, so as to be better prepared for the thematic Test.  

The creative thinking questions aim at facilitating your personal study through the 

exchange of views and experiences as well as the answering of the trainees’ questions 

and their motivation. 

It should be noted that the Forum will be used only for module related issues and not for 

expressing complaints for any eventual problems that the employees may face at their 

workplace. In case this is not respected, the trainee will receive no grade. 

2. Serious Game 

The Serious Game implementation per professional activity aims at the practical 

assimilation of the training material through a virtual interactive environment where the 

trainees have to answer or choose the best, to their opinion, solutions for customer service 

at the front office desk; in this way, trainees can identify the areas that need further 

improvement, so that they can have a higher performance.  

3. Thematic Test  

The thematic test takes 45 minutes and aims at the assessment of the learning outcome 

on the basis of the knowledge, skills and competencies acquired throughout the training 

program. Each Thematic test comprises 25 questions automatically selected for each 

trainee from a pool of 200 questions covering all training material. 

4. Experiential Serious Game for Certification 

The experiential Serious Game is implemented for the certification of the trainees’ 

professional adequacy at a level of more than 80%, in order for the certification body to 

accredit that the trainees are able to transfer and apply the learning outcome at their job 

position through an interactive virtual environment. At this virtual environment, all three 

professional activities are combined through scenarios, while emphasis is also given on 
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the areas that need to be improved as regards the current image of the front office desk 

employees at a commercial shop.  

Completion of the training program 

For the successful completion of the training program, it is important that you fully attend it. 

In case you are not able to participate in an e-learning session or in the final certification 

procedure, then you should inform the coach/facilitator either on the phone or send an e-

mail.  

If you are not able to participate in the final thematic test or the experiential game, then you 

should inform the coach/facilitator at least one day before, either on the phone or via an e-

mail, explaining why you cannot participate; the request will be evaluated and if approved, 

the procedure below will be followed:  

1. You will receive a new thematic test on the next working day  

2. The test will be taken under the same conditions as the initial one    

3. It will then be e-mailed to your coach, to be graded. 

If you cannot take the test for a second time, then you receive no grade.  

Certification Award  

The training program has been certified by the partner named EUROCERT with the 

relevant certification. The issuance of the certificate of successful attendance is completed 

within 10 days after the end of the program and before the official dissemination of the 

project’s results in Greece, Cyprus and Romania. 

Contact with the coach/ facilitator  

For any clarification you may need regarding a particular module, you can contact your 

coach/ facilitator, using the specific menu on the Project Platform (‘Contact the Coach/ 

Facilitator’), where you can  send an e-mail. 
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The coach/ facilitator, among others, will support you on any issue relating to the conduct 

of the training program, so as to be able to complete your training successfully. More 

particularly, the coach/ facilitator supports you with the following: 

1. Solution to problems relevant to the smooth program implementation  

2. Addressing of issues regarding the program trainers  

3. Support for technical issues relevant to the e-platform operation.  

Responsible entity for the training syllabus and training program  

The Project Team and the trainers, per country, are responsible for the training syllabus, 

as well as the design, implementation and monitoring of the training procedure. 

General remarks for the Trainees 

The common objective of the lifelong improvement of your professional qualifications is not 

a result only of the adult learning rules but also a joint effort to:    

 Participate actively in the training process as regards classroom, synchronous and 

asynchronous e- learning and other activities. 

 Protect available equipment.  

 Inform the coach/facilitator on time for any delay or temporary absence. The maximum 

permissible number of excused absences equals to a 10% of the training program as a 

whole or part of the training program (classroom – synchronous e-learning).   

 Participate stably at the E-learning Platform. The trainees can only participate in the 

training program using the password/user name provided. The responsible coach/ 

facilitator will give you all guidance about the way to best assimilate the training 

material and fully respond to the training program requirements. You will be also 

guided about the time you have to spend for personal study to reach better assimilation 

of the training material. The menu “Announcements” will include further guidelines and 

clarifications so that you can be better informed for anything extra you may need for 

you training. This means that you have to:   
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 Check the platform and the e-mails regularly to ensure you have received - in an 

electronic form- the training material for the modules, tests, assessment results, 

any announcements and participation in the forum; this will help you achieve a full 

conduct of the training program.  

 Contact your coach for any questions you may have of for any other issue 

regarding the content and the assimilation of the training material. 

 Make public all issues for discussion, any questions or thoughts you may have on 

a specific module or anything else relating to the learning activities.  

 Keep in mind the time (dates / hours) at which you can have access to a test.  

 Inform the coach/facilitator on time of any problems relevant to the conduct of the 

training program, so that they can immediately find the appropriate solution.  

 Respect professional ethics. 

 

We all know that adult training is a difficult process and an extra work load to all our daily 

tasks; it is even more difficult for those of us who have not been involved in studying over 

the past years.  

The Project Team, the coaches/facilitators and the trainers are at your disposal to support 

you in this effort, to suggest solutions and to help you respond and adapt directly to the 

training program.   

 

GOOD LUCK! 
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ANNEX 

Blended Education and Training Schedule 

 

TIME PERIOD 

FROM – 

TO 

(hours) 

TITLE/ SUBJECT OF THE 

PROGRAM’S TRAINING 

MATERIAL/THEMATIC 

AREA 

REMARKS/ 

OBLIGATIONS  
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ANNEX 2- TRAINER & COACH/ FACILITATOR GUIDE 
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INTELLECTUAL OUTPUT 2 (IO2) –  
 

Trainer & Coach/ Facilitator Guide 
 
 
 

The Strategic Partnership 
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Welcome  

 

 

Dear Trainer,  

Dear Coach / Facilitator, 

 

The complexity of the new strategic options for every commercial business indicate, inter 

alia, the need to give priority to the development of human resources in order to be able  to  

respond immediately and effectively, as well as to capitalize on all the opportunities arising 

from the new environment. 

In the context of this different course, it is essential that we establish the highest possible 

training and qualitative standards for the lifelong improvement of front office desk 

employees’ professional qualifications as regards customer service. The success of the 

blended learning methodology lies on the fact that while it is “trainee-oriented”, however 

the role of the Coach/ facilitator is crucial and essential. That is exactly why our 

cooperation is interesting and requires a different approach that will: 

 facilitate the trainees to meet the learning objectives of each program module  

 encourage and support the trainees to keep up their effort successfully  

 mitigate the sense of lacking face to face training between the trainee and the trainer.  

Hoping to a constructive and mutually beneficial cooperation, we would like to stress that 

even though education and training are based on justified needs and specific cognitive 

areas/ fields, “not assumed/ claimed knowledge but actual qualifications», it is the 

Coaches/Facilitators and the trainees that almost always make the difference. 
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Introduction  

The design of a complete training framework adapted to the needs of front office desk 

employees focuses on the development of strong competencies for sales, qualitative 

customer service and adaptation to change. The following detailed presentation of the full 

series of training activities and of the relevant training syllabus addresses both the modern 

environment formed and the methodical and deep intervention in the identified training 

«deficit/gap» of the same target group.  

Participation in this specific training program leads to the acquisition of certified 

professional qualifications, which fully meet the needs of the participants and of the market 

in general.  

It also defines the participants’ professional qualifications which are mainly a personal 

matter but they also need to be in line with their company’s business needs. Their 

certification is a process of continuous personal development, including not only the 

selection of job but also the decision for balancing work with other life choices. 

Scope & Objectives of the Program  

The scope of the training program as a whole is to offer, via classroom training, distance 

learning (synchronous and asynchronous e-learning) and practical implementation through 

experiential scenarios in a virtual environment: 

 maximization of the assimilation level of the customer service elements for 

improvement in combination to the current conditions, as a fundamental of the 

employees’ professional adequacy and  activity,  

 reinforcement, in order to ensure the employee’s transformation from a simple “order-

receiver” to a “salesperson” and to achieve better results to mutual benefit,  

in the framework of a systemic, organized and experiential training intervention that leads 

to the creation of a front-office desk customer service model.  

In particular, the objectives of the training program, on the basis also of the certified by 

the National Organization for the Certification of Qualifications and Professional Guidance 
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(EOPPEP) occupational profile entitled “Employee of Postal Transactions and 

Support” are the following: 

Knowledge level: 

 to know in details and in depth the concepts composing optimal and qualitative front-

office desk customer service in combination with relevant concepts from closely related 

fields,  

 to thoroughly, objectively and dynamically detect all parameters of sales and qualitative 

front-office desk customer service and to propose integrated solutions. 

Skills level: 

 to describe and record adequately any concept of the material defined for the 

improvement of the employees’ professional qualifications, 

 to apply effectively in practice knowledge, skills and competencies acquired as a 

learning and practical outcome 

Competencies level: 

 to ensure a positive climate for the dynamic alignment of all team members in 

achieving the company goals, 

 to associate professionalism with the specific certification process and with the 

efficiency of their front-office desk customer service. 

Expected Outcomes 

By the end of the program, trainees are expected to have gained the necessary 

professional competence and to be able to respond with determination, flexibility, speed 

and confidence to the: 

 dynamically developing market that creates new perspectives for customers, the 

company and the trainee, 
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 exceedance of customer needs through new attractive and integrated solutions, thus 

satisfying customers, but also rendering them loyal and dedicated, 

 working environment where they daily showcase the desired attitudes through 

customer’s guidance and through monitoring of the performance measurement 

indicators, 

 structured process of evaluation and certification and the level of application of new 

knowledge, skills and competencies within the framework of a new obviously different 

image in front-office desk customer service. 

 

Duration 

Τhe training program starts at …………….. and ends at ………………., with a total 

duration of 48 teaching hours based on the following blended learning scheme: 

 3 hours of synchronous e-learning (1 session per multi-thematic manual) 

 26 hours of asynchronous e-learning (incl.: self-study + webinars+ introductory 

questions and creative thinking) (classroom equivalent) 

 10 hours (144 minutes continuous flow) of assimilation through Serious Games 

(classroom equivalent) 

 9 hours (1 hour thematic test + 8 hours experiential scenario (or 2 hours continuous 

flow) of assessment and certification (classroom equivalent) 

 

Structure and Content  

In order to reach the scope and the objectives mentioned above, the structure of the 

training program is based on two distinct axes per professional activity: 

 Coverage of the training deficit/gap with assessment and certification of the learning 

outcome through interactive webinars in the thematic areas where improvement of the 

front office desk customer service is necessary.  
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 Transformation of the current order-receiver into a future salesperson through virtual 

experiential games based on scenarios developed according with the narratives of the 

front office desk employees. 

The training program evolves in three training/learning stages, as shown below: 

 

  

  

 

  

1
st

 Phase 

 Synchronous &Αsynchronous 

(Webinars) E-learning 

2
nd

 Phase  

Asynchronous E-learning 

(serious games) 

3
rd

 Phase 

Classroom & Final Evaluation, 

CERTIFICATION (experiential scenario) 
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1st PHASE: 

SYNCHRONOUS AND ASYNCHRONOUS E-LEARNING 

 

At this stage, the trainees are able to systematically focus on a fast-track learning 

interactive process, which will allow them to refresh or even understand the total number of 

tasks they have to perform in their day-to-day schedule to achieve optimum and quality 

customer service. At the same time, trainees will assess their current performance and if 

they can perform higher so as to respond typically and practically to the requirements of 

the six dimensions characterizing the customer-oriented culture of their business:  

1. Compilation and diffusion of information 

2. Long-term relations with customers 

3. Customer needs analysis  

4. Continuous improvement of customer satisfaction level 

5. Transforming the “order-recipient” into front-office office desk “sales person” 

6. Customer training  

At this stage, learning activity will last in total 29 teaching hours and it consists of: 

 Synchronous E-learning Training: guidance, facilitation & question-solving 

lasting 3 hours, 

 Webinar 1, 2 & 3: navigation & tutorials for crucial modules, as indicated after ΙΟ1,  

(4 hours), 

 Personal study: professional customer service manuals (19 hours-classroom 

equivalent) and 

 Assessment: introductory questions, self-assessment and creative thinking 

questions (3 hours -classroom equivalent) 

 

 
 Synchronous e-learning: Guidance, facilitation, solving queries (3 h)  

 3 Webinars (4 h)  

 Self-study: manuals (19 h)  

 Assessment: introductory questions, self-assessment and creative 
thinking questions (3 h)  

Total Workload: 29 h 
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The content of the learning activity is broken down into the following:  

WEBINAR 1 MODULES HOURS 

T
O

T
A

L
: 

1
0
 h

o
u

rs
 

CUSTOMER 
SERVICE 
FUNDAMENTALS 

1] Market & Competitive business environment  1 

2] Front Office Organization  1 

3] Customer-oriented Culture 1 

4] Time & Stress Management, Working Climate 1 

5] Communication skills & Empathy 2 

6] Relations/Information Management & Customer Evaluation 2 

7] Sales Targets, Evaluation & Personal Development 2 

WEBINAR 2 MODULES HOURS 

T
O

T
A

L
: 

1
0
 h

o
u

rs
 

EXCELLENCE IN 
CUSTOMER 
SERVICE 

1] Customer Service Roadmap   

1.1] Preparation 1 

1.2] Positive Attitude –Climate 1 

1.3] Personal Commitment & Facilitation 2 

1.4] Follow-up 2 

2] Build Lasting Relations of Trust with the Customer 2 

3] Complaints Management & Problem solving 2 

WEBINAR 3 MODULES HOURS 

T
O

T
A

L
: 

9
 h

o
u

rs
 

MODERN 
RETAIL SALES 
TECHNIQUES  

1] Front-office Sales Roadmap   

1.1] Customer approach at front-office desk 1 

1.2] Listening –Identification of customer needs –Proposals 2 

1.3] Negotiation/Objections –Alternative proposal  2 

1.4] Acceptance – Sales closure– Value 
1 

2] Sales is a Team Effort  1 

3] Dealing with difficult customers 1 

4] Corporate reputation & Esteem 1 
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2nd PHASE:  

SERIOUS GAMES –PROFESSIONAL ACTIVITIES SIMULATION  

At this phase, the trainees have the opportunity to examine and attentively monitor through 

a fast-track interactive learning application process, which will allow them to act with less 

limitations, and to develop, in a virtual environment based on their own scenarios, the 

knowledge, skills and competences necessary for the performance of their daily tasks 

aiming at outreaching customer expectations. At the same time, the aim is also to allow the 

trainees to experience in a safe virtual environment that they have the possibility to 

constantly improve customer’s satisfaction, since- by simulating real conditions- this is 

easily understandable and raises no doubts. In this way, a very important objective will be 

achieved, which is related with the beginning for mindset change, meaning that today and 

in the future it is not enough for employees to do their job well, but to want to do it daily 

even better.  

The learning application process of 10 teaching hours (classroom equivalent) at this stage 

includes the following: 

1ST SERIOUS GAME: 1ST PROFESSIONAL ACTIVITY– PREPARATION FOR 

CUSTOMER RECEPTION 

The content of this game, total duration of 48 minutes, will be based on three individual 

scenarios (sub-scenarios) referring to the beginning of the day: 

First Scenario (emphasis), duration 16 minutes: how front office desk employees pave the 

way for the optimum customer service as they wish to: 

 Plan their daily transactions based on expected customers  

 Write-down their daily needs and settle the commitments undertaken before their 

customers  

 Keep their counter tidy and clean, while maintaining its equipment 

Second scenario, duration 16 minutes: how front office desk employees are provided/ 

supplied with all means necessary to perform their job, as they wish to: 

 Be accordingly informed and receive relevant guidelines/ instructions 
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 Be provided with all necessary material, documents/ forms and financial values 

(money, stamps, etc.)  

 Check and record all internal transactions  

Third Scenario, duration 16 minutes: how employees take care of their counter’s smooth 

operation, as they wish to: 

 Check the working status/readiness of their counter’s computer equipment and put 

in service all corresponding applications  

 Ensure Customers’ unhampered access to the counter, documents and automatic 

machines. 

2ND SERIOUS GAME: 2ND
 PROFESSIONAL ACTIVITY – SALES AND PROMOTION OF 

THE PROVIDED SERVICES & PRODUCTS  

This game, total duration of 60 minutes, will be based on three individual scenarios (sub-

scenarios) referring to the main and crucial task of the day: 

First Scenario (emphasis/ focus), duration 18 minutes: how front office desk employees 

provide accurate information and trace customers’ needs, as customers seek: 

 A gentle welcome and a careful listener  

 A reliable information provider and a person who identifies their needs  

 Someone to propose integrated solutions and guide them  

Second Scenario, duration 18 minutes: how front office desk employees arrange and 

manage the sale of products and services as they have to: 

 Negotiate with the customer and highlight the benefits of the proposed solution  

 Arrange/conduct the sale and commit before the Customer  

 Duly invoice and complete in an exemplary way all financial issues pertaining to 

sales  

Third Scenario (emphasis/ focus), duration 24 minutes: how employees build on long 

term trust relations and disseminate information, as customers seek someone to:  

 Personally handle their objections and respect their opinions  
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 Provide reliable consultation on alternative solutions provided by the company  

 Assess their satisfaction in order to exceed their expectations next time  

 

3RD SERIOUS GAME: 3RD
 PROFESSIONAL ACTIVITY– CUSTOMER SUPPORT AND 

DISSEMINATION OF INFORMATION  

This game, total duration of 36 minutes, will be based on three individual scenarios (sub-

scenarios) referring to particularly important task of sales support, after their completion, 

which is necessary for customers, so as to exceed their expectations: 

First Scenario (emphasis / focus), duration 12 minutes: how front office desk employees 

support their company’s brand name and esteem through the: 

 Responsible management of customers’ complaints, while transforming them into 

sales opportunities  

 Personal monitoring of the commitments undertaken before customers and 

information / follow-up to the customer   

 Availability of resources and products for customer service  

Second Scenario (emphasis / focus), duration 12 minutes: how front office desk 

employees assess existing customers and identify new customers through the:  

 Systematic recording of customers’ frequency visits and product preferences    

 Identification of new customers and application of the best possible way to 

approach them  

 Evaluation of the information gathered and further information of the competent 

persons.  

Third Scenario, duration 12 minutes: how front office desk employees ensure the quality 

of provided products and services, as they consciously have to: 

 Comply with quality specifications and procedures for providing products and 

services  

 Process and handle securely all transactions related to the provision of products 

and services  
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 Comply with health and safety regulations related to the performance of 

transactions  

 Evaluate and propose improvements on the followed current procedures and 

specifications of provided services and products.  

 

 

 

 

 

 

 

 

 

 

 

3RD PHASE:  

EXPERIENTIAL SERIOUS GAME & PROFESSIONAL COMPETENCE CERTIFICATION 

At this phase, trainees have the opportunity to focus on weighing their professional 

competence in transferring and applying knowledge at their job position. This fast-track 

interactive learning certification process combines the range of main and individual 

customer service professional activities. The experiential scenario, where the employee 

and customer exchange roles (role-playing), aims at- primarily and as an ultimate goal- 

enabling the employee to experience in a 3D virtual environment the attitudes and 

emotions developed during an integrated customer service process.  This is very important 

not only for customers to buy and see their expectations exceeded, but mainly to become 

a loyal and dedicated customer, thus rewarding the employee with feelings of pride, 

confidence for the outcome and commitment to his/her daily task and to the company.  In 

Serious Games (per professional activity) 

 Serious Game 1- Preparation for Customer reception 

 Serious Game 2- Sales & promotion of the provided services and 
products  

 Serious Game 3- Customer support and dissemination of 
information  

Total Workload: 12 h (classroom equivalent) 
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this way, the willingness to change mindset and steadily build a professional conscience 

will be certified. This is needed particularly for Bodies/Organizations related to the State 

and have enjoyed until recently the privileges of monopoly.    

The learning process for transferring expertise and certification, duration of 9 teaching 

hours (classroom equivalent) at this phase includes: 

Classroom activity: 

 Thematic Test, duration of 1 teaching hour. The trainees will have to reply το 25 

multiple-choice combined content questions. These questions are randomly chosen 

from a pool of 200 questions and they are different for every trainee.  

 Experiential Certification Serious Game (duration of 8 teaching hours or 2 hours 

of continuous flow- classroom equivalent): This game will focus on all three 

professional activities having as a common denominator personal commitment, 

credibility and integrated solutions, as well as the creation of loyal customers. 

Τhe scenario is based on real facts and it is the outcome of a live technically 

guided experiential filmed activity, which will be carried out through the 

reenactment by selected super users, from front-office desk counters of the three 

partner postal organizations, of daily events and working conditions. The aim is to 

detect deviations and their reasons during the performance of daily tasks, as well 

as to draft the road map with the relevant corrective actions.    

 

 

 

 

  

 Thematic Test 

 Experiential Certification Serious Game 2 

 

Total Workload: 11 h (classroom equivalent) 
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Assessment and Grading Method 

The present training program, based on its content, has to do mainly with the improvement 

of customer service provided by front-office desk and its adaptation to the new conditions 

of the economic environment through the acquisition of new knowledge, skills and 

competencies. 

Trainees’ evaluation is related with how well trainees can apply the knowledge, skills and 

competencies acquired during the training program. This is identified through the trainees’ 

performance at the program’s learning activities. More specifically, the trainee is assessed 

though the following: 

 

The completion of the Training Program is considered successful when the trainees have 

received at the least the pass base grade at each assessment activity. If not and given that 

the next assessment phase/activity will be locked until the previous activity is successfully 

completed, the trainees will be asked to improve their performance and repeat those 

activities in which they did not succeed. 

The coach/ facilitator is responsible for keeping trainees posted about your grades. In case 

the trainees need any clarification for their grades, they may e-mail the coach/ facilitator, 

who will in turn contact the competent trainer to reassess the grade. The coach/facilitator 

will then let the trainee know about the new results.  

Assessment tools  Weighing Factor  

Self-assessment & creative thinking exercises  15% 

Serious Games (pass base 70%) 25% 

Thematic test (pass base 75%) 30% 

Experiential Serious Game (pass base 80%) 30% 

Total : 100% 
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More information about each activity and its role to the final grading are given below:  

1. Self-assessment exercises and critical thinking questions(Forum) 

The self-assessment exercises aim at allowing trainees to control their personal study 

dedicated for each module. They cover crucial points of the training material that will help 

them focus more on major concepts, so as to be better prepared for the thematic Test.  

The creative thinking questions aim at facilitating the trainees’ personal study through the 

exchange of views and experiences as well as the answering of the trainees’ questions 

and their motivation. 

It should be noted that the Forum will be used only for module related issues and not for 

expressing complaints for any eventual problems that the employees may face at their 

workplace. In case this is not respected, the trainee will receive no grade. 

2. Serious Game 

The Serious Game implementation per professional activity aims at the practical 

assimilation of the training material through a virtual interactive environment where the 

trainees have to answer or choose the best, to their opinion, solutions for customer service 

at the front office desk; in this way, trainees can identify the areas that need further 

improvement, so that they can have a higher performance.  

3. Thematic Test  

The thematic test takes 45 minutes and aims at the assessment of the learning outcome 

on the basis of the knowledge, skills and competencies acquired throughout the training 

program. Each Thematic test comprises 25 questions automatically selected for each 

trainee from a pool of 200 questions covering all training material. 

4. Experiential Serious Game for Certification 

The experiential Serious Game is implemented for the certification of the trainees’ 

professional adequacy at a level of more than 80%, in order for the certification body to 

accredit that the trainees are able to transfer and apply the learning output at their job 

position through an interactive virtual environment. At this virtual environment, all three 

professional activities are combined through scenarios, while emphasis is also given on 
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the areas that need to be improved as regards the current image of the front office desk 

employees at a commercial shop.  

The evaluation of the training intervention, which is sought after with the specific training 

program, entails to evaluate three stages of the attempted change: 

 Short-term 

It shows how well the training program has met the set objectives and the trainees’ needs, 

through the completion by the trainees of a specialized digital questionnaire regarding the 

program’s quantitative and qualitative features.  

 Medium-term 

It relates to measuring of the trainees’ performance and new potential when returning to 

their working environment. It is necessary to monitor and measure, for a period of at least 

three months after completion of the program, the skills transferred and applied in the 

working position and generally in the working environment. More specifically, the tools to 

be used are:  

I. Sample visits of “Mystery Shoppers” during the quarter, with the use of a specific 

scenario and visit requirements, in order to assess any improvement of customer 

front-office desk service based on knowledge, skills and competencies/ attitudes 

acquired and transferred by the trainee back to job. 

II. Specialized questionnaire on the “Transferring” and Application of training on the 

job position. This questionnaire will be filled-in by the trainees and their Supervisor 

/Head three months later.  

III. Performance measurement index, as defined by each company. 

 Long-term 

Measuring the training’s impact on the broader operation of the store/office where training 

took place or for the company as a whole. It has to do with measuring training performance 

on the basis of the financial result and data. In order to draw safe conclusions, it is 

necessary to do so later than a trimester. In particular, the tools to be used are: 
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I. Index/Indicator to assess any improvement of the Store or the Company’s profit 

II. Index/Indicator to assess training: profits into training investment cost. 

 

Certification Award  

The training program has been certified by the partner named EUROCERT with the 

relevant certification. The issuance of the certificate of successful attendance is completed 

within 10 days after the end of the program and before the official dissemination of the 

project’s results in Greece, Cyprus and Romania. 

Responsible entity for the Training Syllabus and Training program  

The Project Team and the trainers, per country, are responsible for the training syllabus, 

as well as the design, implementation and monitoring of the training procedure. 

The role of the Coach/Facilitator  

The role of the Coach/Facilitator includes: 

 Optimum implementation of the training program he/she is asked to support 

according to the standards and objectives set.  

 Timely preparation of the infrastructure / equipment to be used for the program 

and submission of a check list of smooth operation. 

 Close monitoring of the training program evolution, which means that the coach/ 

facilitator will have to inform the trainees for anything new related to the training 

material, provide guidance on any questions trainees may have on the training 

activities and on modules in general. For any changes in the course of the 

program, the coach/ facilitator has to inform accordingly KEK ELTA’s Project Team. 

 Adaptation, being a direct collaborator, to the views, concept and perspective of 

the program each time trainees raise objections regarding training, assessment or 

operation aspects. 

Co-operation between Project Team, Coaches/ Facilitators, Trainers 
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Our cooperation aims at achieving the successful implementation of the training program, 

for which you have been selected, and the smooth flow of the training process. That is why 

your personal attendance and interest is a crucial factor for the following synergies:   

1. Operation of the E-learning System  

1.1. Before the training begins, the coach/ facilitator and the trainer receive an access 

code to the System by the Program’s Technical Support Administrator.  

1.2. This access code (password / user name) is personal and allows the coach/ 

facilitator and the trainer to log in the relevant website.  

1.3. All guidelines for the platform use can be found in the start menu (see Fig. 1). You 

can study the Electronic User Manual and navigate in the relevant video. 

 

 

SQLEARN 

Figure 1 Start Menu 
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2.   Training Material   

As described above, the training material is loaded by the System’s Administrator to the 

relevant section created for a specific module. Once this is done, the Coach / Facilitator 

receives an e-mail to check the correctness and operability by filling-in the relevant 

“Check List” that can be found at the “Print Outs” menu of the module. The “Check List” 

is then forwarded to the System’s Administrator who then gives access to the trainees.  

3. Grading 

In any case grading should be completed within five (5) days maximum after the deadline. 

Upon completion, the coach has to check the list with the trainees that participated in the 

scheduled activities. In case the coach finds out that there are trainees who did not 

participate, he/she shall send an e-mail to the trainer or the Project team accompanied by 

relevant comments regarding giving a second chance to the trainee for participating in the 

activity. The grades will be recorded by the coach in the respective menu according to the 

guidelines given in the E-platform, while the trainer will receive an e-mail to process the 

final grades.  

4. Interaction – Advice – Forum  

4.1. Monitoring and guiding the trainees during the program is another essential 

element for the Coach/Facilitator, as this confirms their participation in the module 

and the assimilation level.  

4.2. Regular contact with the trainees through the “Announcements” menu as well as 

one (1) day before the Module starts as a “Welcome” to this new module helps the 

trainer/facilitator to motivate and mobilize / activate them.  

4.3. Forum: it is the support or the facilitation of the learning process during their 

personal study time. The trainer must prepare one or two topics for discussion at 

the Forum of the module, which are uploaded by the Coach/ Facilitator during the 

asynchronous e-learning or the serious game at the Forum menu. This aims at the 

exchange of knowledge and experiences between the trainees and the trainer, as 

well as at the deep understanding of the module content. The topics to be 

discussed are posted on the dates specified in the program and the coach/ 
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facilitator shall check if the trainees’ participation, given that it is taken into account 

for the final grading.  

4.4. Use of Forum: To post a topic for discussion on the E-platform Forum, the Coach/ 

Facilitator clicks on the respective menu (see Fig. 2). 

 

 

 

 

SQLEARN 

Figure 2  Forum 

 

The coach shall subsequently choose the relevant class (see Fig. 3- provided that 

this option is available) and then he/she can start typing the topic for discussion. 
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Figure 2  Forum 

 

 

5. Evaluation of the Coach/ Facilitator & Trainers 

At the end of each training program Coaches/Facilitators & Trainers are assessed by the 

trainees through the E-platform. The rating scale is the following: 

 Excellent (5) 

 Very Good  (4) 

 Good (3)    
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 Moderate (2) 

 Poor (1) 

The Project Team elaborates the results received through the e-platform and draws the 

necessary conclusions for the quality of the training. The Coach/Facilitator, after taking all 

comments into consideration, confirms- by signature- that he/she took note and the 

collective form to the Project Team. 

 

The present training program contributes significantly both to the personal development of 

the trainees as well as to the continuous improvement of their own efficiency and their 

company’s efficiency. To this end, we kindly ask you to sincerely support - in any possible 

way and in any other way you wish to propose- the efforts made by the trainees- 

employees who spend much of their spare time on this training process  

It is also important that you timely notify the Project Team for any possible problems or 

areas for improvement or better management. The Project Team is always available to 

support you in this effort and to offer you any help for your prompt adaptation to the 

program. 

 

 

 

GOOD LUCK! 
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ANNEX 

Blended Education and Training Schedule 

 

TIME PERIOD 

FROM – 

TO 

(hours) 

TITLE/ SUBJECT OF THE 

PROGRAM’S TRAINING 

MATERIAL/THEMATIC 

AREA 

COMMENTS/ 

OBLIGATIONS  
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ANNEX 3- TRAINING PROGRAM ASSESSMENT FORMS 

 

Assessment Questionnaire 1 

Α. Personal Data: 

(Tick «✔» only one option per question) 

Gender: 

Male  Female  

 

Level of education: 

Secondary   Higher  University Education 

 

Years at Service (working experience):   Age: 

 

 

 

Β. Assessment of the Training program: 

Tick «✔»one of the numbers that better expresses your opinion (Scale 1 to 5)   

1= not at all, 2=a bit, 3=somewhat, 4=very and 5=very much   

 

1 
To what extent did the training program meet the objectives 

set initially? 

1      2     3     4     5 

2 
To what extent did the training program meet your 

requirements or expectations? 

1      2     3     4     5 

3 
How useful was the training program for your job?  1      2     3     4     5 

4 
How satisfied are you by the way the Training program was 

organized?  

1      2     3     4     5 

5 
How much did the training program help you improve your 

professional qualifications? 

1      2     3     4     5 

6 
To what extent will you apply at your job the acquired 

knowledge, skills and competencies? 

1      2     3     4     5 



 

 

 

 

 

 

 

123 IO2 – Training Curricula for Customer Service 

7 
How much do you think that the training program helps you 

be effective at your job? 

1      2     3     4     5 

 

 

C. Assessment of Trainer: 

Tick «✔»one of the numbers that better expresses your opinion (Scale 1 to 5)   

1= not at all, 2=a bit, 3=somewhat, 4=very and 5=very much   
 

Name: ………………… 

1 
How much did the trainer help you answer any questions or to 

overcome any difficulties you had during your personal study?  
1      2     3     4     5 

2 
How satisfied are you by the general climate and environment your 

coach established? 
1      2     3     4     5 

3 
How satisfied are you by the teaching / professional adequacy of 

your trainer? 
1      2     3     4     5 

4 
How do you assess the training manual and any other material 

handed out?  
1      2     3     4     5 

5 How satisfied are you by the program’s evaluation method? 1      2     3     4     5 

6 
How do you assess the application of learning techniques and other 

learning means used in order to maximize the learning output? 
1      2     3     4     5 

 

D. Assessment of the training program through e-learning: 

Tick «✔»one of the numbers that better expresses your opinion (Scale 1 to 5)   

1= not at all, 2=a bit, 3=somewhat, 4=very and 5=very much   

 

1 

How satisfied are you by the way any professional or personal 

issue has been treated and by your time management through 

the use of e-learning method? 

1      2     3     4     5 
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2 
How important do you think that the combination of a classroom 

training and e-learning is? 

1      2     3     4     5 

3 
How satisfied are you by the way the e-area (platform) of the 

program is organized? 

1      2     3     4     5 

4 
Was the E-platform user friendly for the implementation of the 

Training Program? 

1      2     3     4     5 

5 
How satisfied are you by the technical support offered? 1      2     3     4     5 

6 
How familiar are you with the use of technological means and 

with the P/C operating system? 

1      2     3     4     5 
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Ε.  Comments on the Training Program  

 

1. The two most useful things I learned in the context of this training program are: 

 

 

2. The two things that I liked the least in this training program are: 

 

 

3.  One objective I set after this training program is: 

 

 

4. What I would like in the future to happen is:  
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Assessment Questionnaire 2 
ΤHREE MONTHS AFTER THE END OF THE PROGRAM  

 

Α. Personal Data : 

(Tick «✔» only one option per question) 

Gender: 

Male  Female  

 

Level of education: 

Secondary   Higher    University education 

 

Years at Service (working experience)   Age: 

 

 

 

Α] To what extent has the Ex.Tra.- 3D program you attended three month ago 

contributed to the following: 

Tick «✔»one of the numbers that better expresses your opinion (Scale 1 to 5)   

1= not at all, 2=a bit, 3=somewhat, 4=very and 5=very much   

 

 

1 
To act and behave as a professional and not as a civil servant   1      2     3     4     5 

2 
To become more effective in terms of front office desk 

customer service  

1      2     3     4     5 

3 
To better understand the needs of your customers and to 

suggest integrated solutions 

1      2     3     4     5 

4 
To feel more capable of dealing with a difficult customer and 

to exceed his / her expectations  

1      2     3     4     5 

5 
To better understand your role and responsibilities towards 

the customer and the company you work for   

1      2     3     4     5 

6 
To need less guidance and support by your Supervisor 1      2     3     4     5 
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7 
To cooperate better with you colleagues and to work as a 

team 

1      2     3     4     5 

8 
To better understand the evolutions and to adapt faster to 

changes  

1      2     3     4     5 

9 
To better organize your tasks and be prepared for the 

approach of your everyday customers  

1      2     3     4     5 

 

Β] To what extent do you think the the Ex.Tra.- 3D program has broadened or 

improved the following, during these three months after its completion: 

1 
Your professional horizons  1      2     3     4     5 

2 
Your recognition by the customers  1      2     3     4     5 

3 
Your perception about customer service  T1      2     3     4     5 

4 
The way information about your customers can be utilized  1      2     3     4     5 

5 
Your personal image as a moment of truth for the customer 1      2     3     4     5 

6 
Your tasks’ enrichment and your interest for this  1      2     3     4     5 

 

C] Comments on the training program three months after it ended  

Please note anything you believe that could contribute to the further improvement of  
your work, the company and of you personality having the Ex.Tra.- 3D program as a  
starting point. 
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Assessment Questionnaire 3 
THREE MONTHS AFTER THE END OF THE PROGRAM /HEAD OF UNIT  

 

Α. Personal Data : 

(Tick «✔» only one option per question) 

Gender: 

Male  Female  

 

 

Level of education: 

Secondary   Higher   University education 

 

Years at Service (working experience):   Age: 

 

 

 

Α] To what extent do you think that the Ex.Tra.- 3D program your employee attended 

three months ago has contributed to the following: 

Tick «✔»one of the numbers that better expresses your opinion (Scale 1 to 5)   

1= not at all, 2=a bit, 3=somewhat, 4=very and 5=very much   

 

1 
To act and behave as a professional and not as a civil servant   1      2     3     4     5 

2 
To become more effective and efficient in terms of front office 

desk customer service  

1      2     3     4     5 

3 
To better understand customers’ needs and to suggest integrated 

solutions 

1      2     3     4     5 

4 
To feel more capable of dealing with a difficult customer and to 

exceed his / her expectations  

1      2     3     4     5 

5 
To better understand his/ her role and responsibilities towards the 

customer and the company  

1      2     3     4     5 

6 
To need less guidance and support by his/ her Head/ Supervisor  1      2     3     4     5 
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7 
To cooperate better with his/ her colleagues and to work as a 

team with them 

1      2     3     4     5 

8 
To better understand the evolutions and adapt faster to changes  1      2     3     4     5 

9 
To better organize his/ her tasks and be faster prepared for the 

approach of his/ her everyday customers  

1      2     3     4     5 

10 
To apply the acquired knowledge, skills and competencies and 

share them with his/her colleagues  

1      2     3     4     5 

11 
To aspire for professional development thanks to the training 

program he/ she attended  

1      2     3     4     5 

12 
To want to take initiatives that improve his/ her work and meet 

customer’s needs  

1      2     3     4     5 

 

Β]  Comments on the training program three months after it ended 

 

Please note anything you believe that could contribute to the further improvement of the front 
office desk customer service at your shop/ office having the implementation of the Ex.Tra.- 3D 
training program as a starting point. 
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ANNEX 4- MYSTERY SHOPPING SCENARIO  

 

AIM 

To check whether either the front office employees or/ and the post offices - albeit on a 

pilot basis in this program - are able before and after the end of the program to effectively 

deal with difficult situations in their day-to-day operation. 

 

STUCTURE AND OUTLINE OF SCENARIOS  

Each scenario comprises three major parts (tests, challenges) out of which the mystery 

shopper shall perform at least two. 

The first one aims to assess the interest shown by the employees as well as how they 

have improved their professional adequacy in terms of preserving a calm and a good 

image for the company in the post office. 

The second one aims to assess the improvement level of the employees’ professional 

adequacy to effectively handle a case when a customer questions the services provided.  

The third one aims to assess the improvement level of the employees’ professional 

adequacy to control their attitude with regards to any prejudice against customers.  

 

MODEL SCENARIOS  

1. Introductory test  

This test takes place in a queue, that is when the MS pretends to be customer, enters the 

post office and reaches the front office desk. 

Below you are given a brief description of an MS profile and a basic story line for some 

model cases. 



 

 

 

 

 

 

 

131 IO2 – Training Curricula for Customer Service 

a) The MS (either a he or she) is a customer in a hurry who is anxious while queuing 

(looks at the watch all the time, talks anxiously / aggressively on the phone, talks to himself 

/ herself / comments on delays etc). Sometime, the MS realizes that a customer standing 

before him/ her in the queue has a lot to do (many transactions for example many 

envelopes that need stamps, many bills that have to be paid etc) and starts yelling at the 

employees / wants to talk to the Head and complains because there are no separate spots 

or time periods to serve such customers. 

b) A person that should be served in a line of priority (for example pregnant women, the 

elderly or a disable person) stands in the regular queue for quite some time and none at 

the post seems to have noticed or paid any attention.  A customer standing in the same 

queue (who is aware of such conditions) starts making comments loudly by criticizing the 

situation and requests that the Head / employees settle things immediately. 

c) Alternatively, the MS has not noticed at all that there is such a person (or he / she 

doubts that their condition is true) and makes offensive comments against the employees 

serving the specific persons in priority line.  

 

2. Provided Services are doubted  

This test takes place when the MS–customer is being served by the front office desk 

employee. Due to specific circumstances, the MS questions the quality of the provided 

services or / and the adequacy of the professional knowledge of the (assessed) employee. 

Below you are given a brief description of the MS profile and a basic story line for some 

model cases. 

a) The MS enters the post office, passes by the queue and requests to talk immediately to 

the Head. The reason for such a behavior is a letter that has not been delivered yet and 

which is very important for him / her (alternatively, it is a package with toys for his / her kid 

/grandchild or a package with medicine that he /she urgently needs). The 

information/explanations given do not seem to be satisfactory and thus the MS who was 

stressed in the beginning of the story turns into an irritated MS and things get worse. In a 
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loud voice he questions the credibility of the organization / company, and the adequacy of 

knowledge and the interest shown by the employee / Head who both try to explain what 

went wrong (“you have no idea what you are doing” , “do you really mean what you have 

just said or it is a joke?”, “are you completely insensitive?, ‘this is not a proper way to work” 

etc) .  

b) The MS is a low profile customer and no one can tell if he is a private individual or 

someone running a small business. He does not know any details about the company 

products and examines the different ways / methods for his service and the relevant cost. 

So, he is not clear from the very beginning about what exactly he wants to know (he is not 

sure about what to ask for or he is affected by what he already knows about the 

competitors products and therefore he is a little bit confused when explaining his needs). 

The employee must serve him (how / where / when?) and help him with a combination of 

products and services provided by the company (i.e cross selling). 

 

3. Assessment of attitude / behavior 

This test also takes place when n MS – customer is being served by the front office 

employee and aims a) to identify if there is or there is not (active) attitudes / behavior by 

the employees in relation to the customers and b) to assess their professional adequacy to 

control their attitude and behavior towards the customers. 

Below you are given a brief description of the MS profile and a basic story line for some 

model cases. 

a) The MS is a neutral profile customer with self control who visits the post office to either 

buy many stamps or pay a bill using small coins (for example ten or twenty cents). 

Additionally, he is a citizen well informed about his / her rights and the obligations of the 

Public Utility Services (DEKO); so he / she does not hesitate to question (clearly but in a 

polite manner at the same time) anything he might hear by an employee who wants to “get 

rid of him / her”. When the employee starts complaining and refuses to count so many 

coins while the Head supports him, the MS requests to be given immediately the relevant 
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decision of the service / company in writing, a decision under which it is claimed that he 

cannot be served. 

b) Due to the above or for any other reason, the MS assesses the ability of the staff to 

handle challenges relevant either to behaviors focusing on “the civil servant mentality” or 

even to a case when the role itself of the institution is being questioned (for example, ‘we 

pay for your salaries’, ‘your are paid but you don’t work’, “have you ever thought about how 

many people are unemployed?’, “what more has to be done for you to start working’ etc). 
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