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INTERACTIVE TRAINING
SYSTEM AND METHOD

BACKGROUND

1. Cross Reference to Related Applications

The present application claims the benefit of a co-pending provisional
patent application entitled “Interactive Training System and Method” filed on July 5,
2001, under Express Mail No. EL 920217505 US, the contents of which are hereby
incorporated by reference.
2. Technical Field

The present disclosure relates to a system and method for facilitating
education and training of individuals and, more particularly, to a system and method that
allows efficient creation, implementation and utilization of interactive training modules
and/or scenarios. The disclosed system and method facilitate creation, implementation
and utilization of computer-based simulations by personnel involved in a wide range of
educational, professional and/or business pursuits, and include administrative
functionalities that greatly enhance syétem/method efficiency, flexibility and the ease and
speed with which educational/training modules and scenarios may be customized and/or
implemented.

3. Background Art

Significant attention is devoted to education and training of individuals at
a variety of stages in their personal and professional development. Educational and
training efforts take a multitude of forms, including classic classroom lectures, periodic
seminars, reading/review of reference materials, and experiential living. A further form

of education and training, namely “distance learning,” has been utilized by individuals to
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extend their education and training, e.g., by way of correspondence courses. With the
advent of the Internet and the World Wide Web, a specialized form of distance learning
has developed and may be termed “e-learning,” i.e., distance learning utilizing a computer
network, e.g., the Internet, to access educational and/or training materials.

Beyond providing users with computer-based access to educational and/or
training materials, e-learning offers the provider(s) of educational/training materials the
ability to make available such educational/training materials to a larger potential audience
in an efficient manner. For example, e-learning providers are able to leverage their
educational/training content across a spectrum of users/potential users, without incurring
substantial incremental cost. Individuals that access the content of an e-learning provider
are generally able to do so at their convenience, completing the educational/training
regimen at times and over periods consistent with their respective schedules. Moreover,
such individuals are able to revisit portions of the coursework, as needed, to ensure
understanding and retention.

As used herein, the term “e-learning” is intended to encompass
educational/training materials that are remotely accessible to users, e.g., over the Internet
or the World Wide Web, as well as educational/training materials that are accessible to or
within an organization or entity, e.g., via hosted educational/training module(s) and/or
scenario(s) that are available on an intranet network. The advantages associated with e-
learning, e.g., broad availability and flexibility in access and use, apply with equal force
to hosted educational/training materials, whether accessed via an intranet or the Internet.
Students and/or employees may be provided with meaningful opportunities to extend,
enhance, refine and/or hone their knowledge, skills and experiences by accessing such

hosted educational/training materials over an intranet and/or the Internet.
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Development efforts have been invested in improving the quality and
delivery of computer-based educational/training products and services. Thus, for
example, U.S. Patent No. 5,909,589 to Parker et al. relates to an Internet-based training
system that includes a “habit capture system” that is designed to model a user’s
characteristics when he/she uses a keyboard, mouse or digitizer. The Parker ‘589 system
queries users as to certain information and captures representative information concerning
the user, including keyboard typing patterns, mouse click patterns, and misspelling
patterns. The captured information may be compared to characteristics stored in a
database related to such user.

U.S. Patent No. 4,576,578 to Parker et al. describes an interactive training
apparatus that constitutes a self-contained mobile unit and includes a program control unit
and audio/video program transducing units responsive to program records. Lessons are
defined by the program records, and the apparatus includes a fold-out keyboard for
limited access by an instructor/operator.

U.S. Patent No. 5,310,349 to Daniels et al. describes an instructional
management system that provides a virtual school user interface that runs on networked
personal computers to provide administrative and instructional functions to users in a
scholastic environment. Users are able to access desired rooms within a displayed school
representation, and the system presents each user as a real-time entity within the virtual
school so that interaction with others and with system elements is possible. The Daniels
‘349 system discloses various functionalities, such as a learning path editor, a guidance
tutor, a courseware scheduler and a system monitor.

U.S. Patent No. 5,056,792 to Helweg-Larsen et al. describes a business

education model that allows individuals to simulate running a company. The model
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permits users to track financial information concerning the simulated company, such as
assets, liabilities and the like.

U.S. Patent No. 6,236,955 to Summers relates to a management training
simulation system that is intended to develop decision-making skills in a defined,
simulated situation. Multiple users may interact with the simulation system to cause
object designs to be injected into the simulation. The Summers ‘955 training system
utilizes a multipeaked value function to process designs throughout the simulation. Users
are selectively provided with information about at least some of the objects in the
simulation and, based on the users’ assessment of such information, revised object
designs are sent to the simulation for processing according to the multipeaked value
function.

U.S. Patent No. 6,134,539 to O’Connor et al. describes a goal-based
learning system for providing a cognitive educational experience. The O’Connor ‘539
system provides the user with a simulated environment that presents a business
opportunity to understand and solve. The system is adapted to note mistakes and present
remedial educational material on a dynamic basis. An artificial intelligence engine is
utilized to drive individualized and dynamic feedback synchronized with video and
graphics intended to simulate a real-world environment and associated interactions.
Multiple “correct” answers are integrated into the O’Connor *539 system to allow
individualized learning experiences in which navigation through the system is at a pace
controlled by the user. Users are allowed to experience real world consequences
associated with their actions/decisions, and a dynamic feedback system provides reports
on a user’s progress to assist in defining the educational goal. The O’Connor ‘539 patent

disclosure offers a detailed background discussion concerning relevant programming
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considerations, simulation design considerations, and potential applications for
educational/training simulations having general applicability to the subject matter of the
present disclosure, and the entire contents of the O’Connor ‘539 patent are hereby
incorporated by reference.

Despite developments to date, a need exists for a system and method for
facilitating education and training of individuals and, more particularly, a need exists for
a system/method that allows efficient creation, implementation and utilization of
interactive training modules and/or scenarios. System(s) and method(s) having utility in a
wide range of educational, professional and/or business pursuits are desired. In addition,
system(s) and method(s) that include administrative functionalities that offer
advantageous levels of efficiency, flexibility and the ease and speed with which
educational/training modules and scenarios may be customized, maintained and/or

implemented are also needed.

SUMMARY OF THE DISCLOSURE

The present disclosure relates to a system and method for facilitating
education and training of individuals and, more particularly, to a system and method that
allow efficient creation, implementation and utilization of interactive training modules
and/or scenarios. The disclosed system and method facilitate creation, implementation
and utilization of computer-based simulations by personnel involved in a wide range of
educational, professional and/or business pursuits, and include administrative
functionalities that greatly enhance system/method efficiency, flexibility and the ease and
speed with which educational/training modules and scenarios may be customized,
maintained and/or implemented. The disclosed system and method is particularly

advantageous in facilitating the creation, revision and maintenance of educational training
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modules and scenarios.

According to preferred embodiments of the present disclosure, the
disclosed system and method provide administrative users (“administrators”) the ability to
create realistic, conversational scenarios in an easy, efficient and timely manner. The
scenarios may be used for a wide variety of educational/training purposes, including sales
training, customer service training, and the like. Indeed, it is contemplated that the
disclosed system and method may be utilized to create highly effective
educational/training modules and scenarios for use in all evaluative and/or
communicative fields, including developing problem solving skills, socialization skills,
interviewing skills, negotiating skills, and pre-employment qualification assessment and
analysis. Thus, the potential uses and applications of the disclosed method/system are
essentially limitless.

Preferred system(s)/method(s) according to the present disclosure provide
administrative interface(s) that permit rapid creation of new and/or modified scenarios,
and facilitate efficient addition, modification and/or deletion of scenarios (in whole or in
part) associated therewith. Administrative interface(s) are typically accessible to
individuals who have passed through password protection, as is known in the art, and
levels of administrative accessibility are typically created and implemented within an
organization to ensure administrative access is limited, as appropriate.

According to preferred embodiments of the present disclosure, users are
permitted to interact with respect to the scenarios created, implemented and utilized
according to the present disclosure. In preferred embodiments, user access to the
scenarios and other disclosed interactive functionalities associated with the present

disclosure is restricted by appropriate password protection. Users may provide feedback
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to system administrators, e.g., through completion of feedback forms, to provide input as
to existing scenarios and/or suggestions as to additional scenarios that might be created.
Users are generally provided with the ability to search existing scenarios on the system,
e.g., by subject matter, product, industry, need, customer, segment, and geography.

The disclosed system is typically hosted on a server, accessed via a
computer network, e.g., a WAN, LAN, and/or the Internet, and user interactions are
typically achieved through a graphical user interface in a browser-based environment,
e.g., using a Netscape Navigator or Microsoft Internet Explorer browser. Scenario(s)
created according to the present disclosure may generally be utilized across the computer
network, e.g., via the Internet, or downloaded to a user’s computer for operation from the
user’s hard drive. It is further contemplated that scenario(s) created according to the
present disclosure may be provided to users on conventional media, e.g., compact disc,
floppy disc, or the like, through conventional retail outlets.

Preferred embodiments of the disclosed system/method allow a network-
based user to return to an incomplete scenario, e.g., based upon a “cookie” downloaded
onto the user’s computer, thereby permitting convenient interaction with scenario(s) in a
discontinuous manner. In further preferred embodiments of the present disclosure, a
database associated with the disclosed system/method collects and stores information/data
concerning the interactions of individual users with individual scenarios. Based on the
information/data collected in such database, a user may effectively return to a previously
visited scenario, e.g., a scenario that was incomplete, and gain the benefit of previous
interactions therewith. The database collects log-type information concerning user’s
interactions with a scenario, whether the user is operating in a network-based or a non-

network based manner with the disclosed system/method.
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A particularly preferred aspect of the present disclosure relates to the
advantageous design and operation of the administrative functions associated with the
disclosed system and method. The administrative functionality provided according to the
present disclosure allows easy, efficient and rapid creation and implementation of
educational/training scenario(s) that meet the needs of individuals in a broad range of
personal and professional pursuits. Indeed, the administrative functionalities provided
according to the disclosed method/system unlock the significant benefits associated with
using simulated scenario(s) to educate and/or train individuals. Such administrative
functionality overcomes a key obstacle to widespread adoption of scenario-based
educational and/or training methodologies, namely, the significant difficulty associated
with creating educational/training scenario(s) that reflect and address the unique aspects
of the subject matter of interest in a timely and effective manner.

Thus, in preferred embodiments of the present disclosure, a system and
method are provided for creating scenario(s) whereby users may enhance their
understanding of relevant information. In an exemplary preferred embodiment, sales
scenario(s) may be created that allow sales representatives to gain a better understanding
of a company’s products and services, and through scenario interactivity, provide such
sales representatives with a better understanding as to how to effectively identify and
communicate appropriate proposals/solutions to potential customers/third parties based
upon relevant information. Scenario(s) created according to the present disclosure may
also function as a resource for users seeking guidance in their personal/professional
situations and/or function as a training reinforcement tool that may, in the case of sales
representatives, help to increase sales revenues and/or margins by establishing a better

educated, more selective, direct and indirect sales force. Indeed, the educational/training



10

15

20

WO 03/005329 PCT/US02/20902

content associated with exemplary scenario(s) created and implemented according to the
present disclosure advantageously enables sales personnel to focus their time and energies
on prospects with a greater likelihood of purchasing the relevant products and services.

According to a preferred embodiment of the present disclosure, a system
for use in creating an interactive educational module is provided that includes an
advantageous administrative interface. The administrative interface preferably includes a
plurality of predetermined links for accessing predefined screens for use in inputting
information associated with creation of the interactive educational module. At least one
of the predetermined links generally provides access to a predefined input screen that is
designed and configured to receive a rating for information that is input on the predefined
input screen. The rating is generally based on a predefined rating scale, e.g., good, bad,
neutral. A verification system may be advantageously provided according to preferred
embodiments of the present disclosure, the verification system functioning to check to
ensure that the rating for information input on the predefined input screen(s) satisfies
predetermined criteria.

According to a further preferred embodiment of the present disclosure, a
system for use in creating an interactive educational module is provided that includes an
advantageous administrative interface. The administrative interface preferably includes a
plurality of predetermined links for accessing predefined screens for use in inputting
information associated with creation of the interactive educational module. At least one
of the predetermined links generally provides access to a predefined input screen that is
designed and configured to receive a rating for information that is input on the predefined
input screen. The rating is generally based on a predefined rating scale, e.g., good, bad,

neutral. A scoring system may be advantageously provided according to preferred
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embodiments of the present disclosure, the scoring system utilizing the ratings for the
information to derive a performance level for a user of the interactive educational module.
Preferred scoring system according to the present disclosure are responsive to attribute(s)
of a user of the interactive educational module, e.g., the skill or experience level of the
user. Additionally, preferred systems according to the present disclosure may also
include a reporting system that generates report(s) reflecting performance levels for users
of the interactive educational module.

According to an additional preferred embodiment of the present disclosure,
a method for creating an interactive educational module is disclosed that includes: (i)
providing an administrative interface that communicates with a processor and a memory
unit, the administrative interface providing a plurality of links to access input screens for
inputting information associated with creation of an interactive educational module; (ii)
selecting from among the plurality of links to access input screen(s); (iii) selecting
information for inclusion in the interactive educational module from predefined
information displayed on the input screen(s); (iv) inputting additional information on the
input screen(s) for inclusion in the interactive educational module; (v) providing rating(s)
for the information selected and input on the input screen(s) (the rating(s) being
advantageously selected from a predefined rating scale); and (vi) providing a scoring
system for establishing a performance level of users of the interactive educational
module.

Preferred methods according to the present disclosure may further
advantageously include the additional steps of activating the interactive educational
module for access by users across a computer network; utilizing the information in the

creation of a second interactive educational module; and/or hosting the interactive

10
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educational module on a server accessible across a computer network. Preferred methods
according to the present disclosure may copy predefined information (in whole or in part)
from prior interactive educational module(s) in creating new interactive educational
module(s).

Additional features and functions of the disclosed system and method will
be apparent from the detailed description which follows.

BRIEF DESCRIPTION OF THE FIGURE(S)

So that those of ordinary skill in the art to which the subject matter of the
present disclosure appertains will more readily understand how to construct and use the
method/system of the present disclosure, reference may be had to the following figures
and the accompanying detailed description, wherein:

Figure 1 is an exemplary “administrative menu” screen according to an
embodiment of the present disclosure;

Figure 2 is an exemplary “view reports” screen according to an
embodiment of the present disclosure;

Figure 3 is an exemplary “scenario description” screen according to an
embodiment of the present disclosure;

Figure 4 is an exemplary “start” screen for a scenario according to an
embodiment of the present disclosure;

Figure 5 is an exemplary “files” administrative screen according to an
embodiment of the present disclosure;

Figure 6 is an exemplary “files” screen for a scenario according to an
embodiment of the present disclosure;

Figure 7 is an exemplary “call” screen for a scenario according to an

11
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embodiment of the present disclosure;
Figure 8 is an exemplary “call questions” administrative screen according
to an embodiment of the present disclosure;
Figure 9 is an exemplary “client feedback” screen for a scenario according
5 to an embodiment of the present disclosure;
Figure 10 is an exemplary “needs” administrative screen according to an
embodiment of the present disclosure;
Figure 11 is an exemplary “enter/edit global needs” administrative screen
according to an embodiment of the present disclosure;
10 Figure 12 is an exemplary “‘sales manager meeting” screen for a scenario
according to an embodiment of the present disclosure;
Figure 13 is an exemplary “offers” administrative screen according to an
embodiment of the present disclosure;
Figure 14 is an exemplary “features” administrative screen according to an
15 embodiment of the present disclosure;
Figures 15 and 16 are exemplary “proposal” screens for a scenario
according to an embodiment of the present disclosure;
Figure 17 is an exemplary “closing” screen for a scenario according to an
embodiment of the present disclosure;
20 Figure 18 is an exemplary “status” screen for a scenario according to an
embodiment of the present disclosure;
Figure 19 is an exemplary “scoring levels” administrative screen according
to an embodiment of the present disclosure;

Figure 20 is an exemplary “content management menu” administrative

12
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screen according to an embodiment of the present disclosure; and

Figure 21 is an exemplary administrative warning screen according to an
embodiment of the present disclosure.

DETAILED DESCRIPTION OF PREFERRED EMBODIMENT(S)

As noted above, the present disclosure relates to a system and method for
facilitating education and training of individuals, and more particularly to a system and
method that allows efficient creation, implementation and utilization of interactive
training modules and/or scenarios. The disclosed system and method facilitate creation,
implementation and utilization of computer-based simulations by personnel involved in a
wide range of educational, professional and/or business pursuits, and include
administrative functionalities that greatly enhance system/method efficiency, flexibility
and the ease and speed with which educational/training modules and scenarios may be
customized and/or implemented. Scenario(s) and module(s) created according to the
present disclosure find utility for a wide variety of educational/training purposes,
including sales training and customer service training, and for developing evaluative
and/or communicative skills, including problem solving skills, socialization skills,
interviewing skills, negotiating skills, and skills associated with pre-employment
qualification assessment and analysis.

With reference to Figure 1, an exemplary administrative menu screen 100
is depicted according to the present disclosure. The administrative menu is utilized by
administrators having appropriate password clearance to create, update and/or maintain
scenario(s) according to the present disclosure. Administrative menu screen 100 is
typically displayed on an administrator’s computer monitor and is delivered to such

monitor by a processor associated therewith. The administrator’s processor generally

13
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functions as a client to a system server, e.g., via a local area network, wide area network,
or the Internet. The server includes and/or is in communication with memory unit(s) for
storage of programming commands and storage of data. The programming commands
include programming to provide the functionalities according to the present disclosure,
including the disclosed administrative, user, and reporting interactivities and
functionalities. The data storage may utilize conventional memory systems, e.g., RAM,
disk storage, tape drive, RAID(s), CD-ROM, and the like, and includes sufficient capacity
to support such programming and to store data associated with the disclosed
educational/training modules and scenarios. Conventional system hardware and software
are utilized according to the present disclosure, such hardware and software being
selected and configured to provide and support the disclosed features and functionalities.

Returning to Fig. 1, a “Help” button 102 is provided on the administrative
menu to facilitate use thereof by administrators, as is known in the art. Of further note,
“Logout/Login” functionality 104 is provided in connection with the administrative
menu, as is also known in the art. A password validation engine is typically provided as
part of the programming in connection with the disclosed method/system to power all
logout/login functionalities described herein, including specifically Logout/Login
functionality 104.

With further reference to Fig. 1, exemplary administrative menu screen
100 provides administrators with access to three general areas of activity: User Account
Administration, Basic Global Scenario Information, and Scenario Administration. With
initial reference to the User Account Administration functionality 106, an administrator is
generally provided with the ability to create user accounts, update user accounts, and

view reports. In the context of User Account Administration functionality 106, “users”
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are individuals who are performing administrative functions, e.g., creating, updating,
modifying, deleting and/or maintaining scenario(s) according to the present disclosure.
Thus, an administrator with appropriate password clearance may access screens for
creating additional user accounts, updating existing user accounts (e.g., increasing or
decreasing clearance levels), and viewing reports from administrative menu 100.

With reference to Figure 2, an exemplary View Reports screen 150 is
depicted according to the present disclosure. The View Reports menu allows an
administrator having access thereto to view, evaluate and take responsive action in
connection with scenario usage. In the exemplary View Reports screen of Fig. 2,
scenario usage is broken down by “Web” usage relative to “Download” usage. Thus, the
administrator is able to distinguish between individuals that are accessing specific
scenarios across the Internet, i.e., interactively with server(s) hosted by or on behalf of the
administrative entity, as contrasted with individuals that are downloading the specific
scenarios, e.g., for interaction with the individual’s hard drive. The administrator is also
able to view the number and titles of active scenarios on his/her system (thirteen scenarios
on the exemplary View Reports screen 150). Data for use in generating the usage
information reflected in the exemplary View Reports screen 150 of Fig. 2 is generally
derived from log files, as is known in the art. The administrative value of the View
Reports screen 150, and more particularly the data reflected on View Reports screen 150,
will be readily apparent to persons skilled in the art.

In addition to the reports illustrated on View Reports screen 150, the
disclosed system/method advantageously permits tracking of user performance across
scenarios. Thus, the data generated and collected by the disclosed system/method permit

tracking performance reports to be generated on a user and/or scenario basis based on
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user interactions with scenario(s), e.g., establishing performance levels, time invested,
answers provided, decisions made, and the like. Indeed, the performance reporting
capabilities of the disclosed system/method are generally effective to satisfy continuing
education standards, e.g., reporting standards required by the Aviation Industry CBT
Committee (“AICC”) and Shareable Courseware Object Reference Model (“SCORM”).

Returning to the administrative menu screen 100 of Fig. 1, reference is
made to the Basic Global Scenario Information activity region thereon. According to the
present disclosure, the creation and implementation of educational/training scenario(s) is
greatly facilitated by the pre-population of scenario building blocks, as described herein.
According to the exemplary embodiment of the disclosed method/system illustrated with
reference to the administrative menu of Fig. 2, the exemplary scenario building blocks
relate to the creation and implemenfation of sales representative training scenario(s).
However, as will be apparent from the description which follows, the method and system
of the present disclosure are not limited to sales training applications. Rather, the
disclosed method and system have broad applicability for developing educational/training
scenarios for use in all realms of personal and professional development.

As shown on administrative menu screen 100, five specific functional
categories are included within the representative Basic Global Scenario Information
category of Fig. 1: Enter/Edit Global Call Questions; Enter/Edit Global Needs;
Enter/Edit Global Offers; Enter/Edit Value Statements; and Enter/Manage/Edit Search
Criteria. Consistent with an administrator’s role in creating, modifying and managing
scenario(s) according to the present disclosure, each of the foregoing categories provides
the administrator with the ability to enter/edit global aspects of the scenario-building

functionality enabled according to the disclosed method/system.
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To create a new scenario according to the disclosed method/system, an
administrator typically accesses an initial menu screen to provide/input basic information
concerning the new scenario. With further reference to exemplary administrative menu
100 of Fig. 1, an administrator with appropriate password clearance may select the
“Create New Scenario” link 110 from administrative menu 100 and commence creation
of a new scenario. Figure 3 provides an exemplary initial menu screen for use in creating
a new scenario, such exemplary screen being entitled Scenario Description screen 170.
The Scenario Description Screen 170 is used by an administrator in providing/inputting
general information concerning a new scenario. Scenario Description screen 170 allows
an administrator to input basic information, such as the new scenario’s name, brief
scenario description and scenario notes. In addition, according to preferred embodiments
of the present disclosure, scenarios are classified, grouped and/or indexed according to
predetermined categories and/or descriptors. Thus, exemplary Scenario Description
screen 170 includes a series of “criteria” for use in classifying, categorizing and/or
describing a new scenario, including product, industry, need, customer, competitor,
segment and geography criteria. Each such criteria is generally selected from a drop-
down menu based on predetermined choices pre-stored in the memory units associated
with the disclosed system. Additional criteria may be added (or criteria deleted) based on
the desires and/or experiences of individuals involved in using and/or administering the
disclosed method/system. It is further contemplated that additional choices may be added
(or unnecessary choices deleted) from the drop-down menus for individual criteria based
on the desires and/or experiences of system/method users and/or administrators.

Once an administrator has completed his/her input of data using Scenario

Description screen 170, the administrator clicks on the Create Scenario button at the
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lower left of screen 170. The information input to Scenario Description screen 170 is
stored to a memory unit associated with the disclosed system/method, but the scenario
does not yet contain any content. Rather, completion of exemplary Scenario Description
screen 170 by an administrator serves to identify, categorize and index a new scenario
prior to its creation.

Having commenced creation of a new scenario by completing Scenario
Description screen 170, an administrator may advantageously commence supplying such
new scenario with content. The order in which the administrator supplies the new
scenario with content is not critical. However, as described in greater detail hereinbelow,
a failure on the part of the administrator to satisfy certain criteria in connection with
supplying content to a new scenario will prevent activation of the scenario. In other
words, the disclosed system and method includes advantageous feedback functionality to
ensure the scenario(s) satisfy certain predetermined requirements, e.g., input of a manager

2 48

e-mail message, “files,” “questions” for the customer call, “needs,” “solutions,” “hints
and tips,” and the like.

According to exemplary sales training modules according to the present
disclosure, a manager’s e-mail is generally input to the system for future access/viewing
by a scenario user. Thus, for example, the hypothetical manager e-mail may inform the
user/sales representative that a new sales lead has been identified in his/her territory and
provide initial information for consideration by the user/sales representative in moving
forward with the sales lead. Of note, the disclosed method/system generally provides a
variety of template functionalities to assist administrators in creating and implementing

scenarios and, in preferred embodiments hereof, template manager’s e-mail messages

may be provided to assist administrators in the creative process. In both sales training
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and non-sales training applications of the system/method of the present disclosure,
alternative hypothetical communications may be used to commence/initiate a scenario, as
will be apparent to persons skilled in the art from the description herein.

In addition to an initiating communication, e.g., a manager’s e-mail
message, the creation of a scenario according to the present disclosure requires additional
content. To better understand the utility of and advantages associated with the
administrative functions, particularly as they relate to creation of a new scenario, and to
illustrate the significant benefits associated with educational/training modules and
scenarios created and implemented according to the present disclosure, an exemplary
educational/training scenario according to the present disclosure is described herein.
With reference to Fig. 4, an exemplary “Start” screen 200 is depicted for a sales
representative training scenario according to the present disclosure. The exemplary
scenario is designed to provide a sales representative, i.e., the user of the scenario, with an
opportunity to develop an understanding of the needs of a potential customer, and based
on the sales representative’s understanding, to formulate a proposal for consideration by
the potential customer. The products/services upon which the sales representative’s
proposal will be based generally correspond to the products/services offered by the sales
representative’s employer or supplier, e.g., in the case of a distribution arrangement.
Thus, the exemplary scenario described herein has broad applicability to sales
organizations that are involving in promoting, marketing and selling products and
services of all types.

The exemplary scenario of Fig. 4 begins with an introductory message
advising the sales representative that his hypothetical supervisor has forwarded an e-mail

regarding a new sales lead. Such introductory information is contained within a box 202
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labeled “Instructions” at the top of Start screen 200. The introductory information
generally automatically appears in box 202 upon arriving at Start screen 200, i.e., no
affirmative action is required by the user/sales representative to access the introductory
information. In addition, an orientational help message is contained within a central box
204 located at the center of Start screen 200. The orientational message generally appears
in the central box 204 in response to the user clicking on the Help button 220, which was
initially positioned along the upper border of Start screen 200. The help message invites
the user to “tour” various functionalities associated with the interface associated with the
exemplary scenario according to the present disclosure. Of note, key navigational buttons
associated with the illustrated scenario are located in the bottom left of Start screen 200,
and will generally remain in the same physical location on the user’s screen throughout
operation and viewing of the scenario.

Seven key navigational buttons are provided on Start screen 200: Scenario
button 206, Files button 208, Call button 210, Needs button 212, Solution button 214,
Close button 216, and Status button 218. The functions associated with these
navigational buttons will become apparent from the description which follows. However,
in general, the navigational buttons reflect a suggested sequence of steps for the user/sales
representative to follow in advancing through the scenario. A user need not follow the
suggested sequence according to preferred scenario(s), however. Rather, the user is
generally able to experience the scenario in a sequence of his/her choosing.

Additional control buttons appear on Start screen, including an Instructions
button 203, a Hints and Tips button 222, an Exit Scenario button 224, a Sections button
226, a Notes button 228, a Feedback button 230, and a Decline button 232. The

functionalities of each of these additional buttons, i.e., other than the seven key
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navigational buttons, will be briefly described.

Instructions button 203 provides the user/sales representative with
access to instructional message(s) associated with individual screens
within a scenario.

Hints and Tips button 222 provides information to the user/sales
representative to assist in completing the scenario, e.g., navigational
guidance. The information may be specific to the screen being viewed
by the user, may be specific to the scenario being experienced by the
user, and/or may provide general navigational insights.

Exit Scenario button 224 permits a user/sales representative to
discontinue use of the scenario. Of note, the disclosed system/method
advantageously includes functionality to ensure that the user/sales
representative will be able to return to the scenario stage he had
previously reached, upon returning to the scenario, e.g., through
“cookie” technology.

Sections button 226 permits a user/sales representative to view the
seven available stages (and associated buttons) for completion of the
scenario (Scenario, Files, Call, Needs, Solution, Close and Status).
Notes button 228 permits a user/sales representative to access a
notepad for recording notes for future reference during the scenario.
Feedback button 230 permits a user/sales representative to submit
feedback concerning the scenario and/or interface, thereby allowing
the administrative team to gain insights as to the users’ impressions of

the scenario experience.
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e Decline button 232 permits a user/sales representative to indicate that
he/she does not believe the sales lead is likely to lead to a successful
sales outcome. According to preferred embodiments, selection of the
Decline button 232 may result in “consultative interaction” with the
user’s hypothetical manager to “discuss” the user’s determination that
an unsuccessful sales outcome is likely. In certain circumstances
and/or at certain points in the user’s progress through the scenario, the
disclosed system/method may require the user to reconsider his/her
preliminary judgment (i.e., by way of the consultative interaction),
whereas in other cases a user’s judgment that an unsuccessful outcome
is likely may be the “correct” outcome, establishing successful
completion of the scenario by the user/sales representative.

An experienced user of the disclosed system/method may be fully familiar
with the functionalities of the various buttons/links available on Start screen 200, and may
therefore quickly bypass the Help information or simply choose not to utilize Help button
220. However, new functionalities may be added, or previous functionalities may be
revised/substituted, from time to time. Accordingly, it is generally desirable according to
the disclosed system/method to commence each scenario at Start screen 200. However,
as noted previously, a user/sales representative who has previously commenced, but not
completed, a scenario may advantageously return to the stage at which participation was
previously discontinued, thereby bypassing the Start screen 200 upon his/her return.

To initiate participation in a scenario, the user generally clicks on Scenario
button 206 to access the manager e-mail referenced in the instructional message set forth

on Start screen 200. Of note, substantially hidden behind box 204 on Fig. 4 is an

22



10

15

20

WO 03/005329 PCT/US02/20902

exemplary e-mail message from a manager that functions to initiate the user’s interaction
with the scenario. The manager’s e-mail message typically provides the user/sales
representative with information concerning the sales lead, e.g., the name, title and/or
contact information for an individual associated with the sales lead, background
information as to the source of the lead, guidance as to timeframe and potential
products/services of interest, pricing parameters, words of encouragement, and the like.
Of note, the style and tone of the manager’s e-mail message may be varied by the
administrator(s) involved in creating and implementing the scenario to convey and/or
reflect different managerial approaches, thereby enhancing the educational/training value
of scenarios according to the present disclosure.

Returning to the exemplary scenario associated with the manager’s e-mail
message referenced on Start screen 200 of Fig. 4, the user/sales representative typically
gains a broad outline of the sales lead opportunity from a review of the manager’s e-mail.
To the extent the user/sales representative has immediate thoughts with respect to such
sales lead, the user/sales representative may record such thoughts within the disclosed
method/system by clicking Notes button 228, as discussed hereinabove. Having reviewed
the manager’s e-mail message, the user/sales representative generally proceeds to a
further step in the scenario process. A next potential step in the scenario process is
generally associated with the Files button 208, although the user/sales representative is
free to bypass Files button 208, e.g., by immediately clicking Call button 210 if he/she
feels such action to be the next appropriate step. Indeed, the user/sales representative is
free to select and/or skip any aspect of the scenario at any time, without affecting the
overall operation and functionalities of the disclosed scenario(s). However, a user/sales

representative may negatively impact his/her performance in a scenario by skipping
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aspect(s) thereof, e.g., based on the scoring protocol (described below) associated with
the scenario. In addition, as noted previously, the user/sales representative may select
Decline button 232, e.g., if he/she believes that the sales lead is directed to goods/services
not available from the user/sales representative. Thus, the disclosed method/system
offers the user/sales representative with significant flexibility in his/her approach to
experiencing/interacting with the disclosed scenario(s).

In creating a scenario, an administrator is required to provide/create files
for potential review by a user/sales representative in connection with the scenario. With
reference to Figure 5, an exemplary “files” administrative screen 240 is depicted for use
by an administrator in creating the files for a new scenario. As shown in files
administrative screen 240, a series of input blocks for “file headers” and “information”
are provided for use by the administrator. While the exemplary files administrative
screen 240 supplies input blocks for four files, additional files may be created by using
the “Add New File” button at the center of screen 240. The files created by the
administrator using files administrative screen 240 typically provide useful background
information concerning or related to the sales lead that was the subject of the manager’s
e-mail message. Thus, for example, basic information concerning the sales lead’s
company history, the sales lead’s industry, and the sales lead’s competitive position may
be provided in individual files for potential access and review by the user/sales
representative.

In creating scenario(s) according to the present disclosure, the
administrator may create as many “files” as are deemed appropriate to such scenario(s),
subject to a potential requirement that a predetermined minimum number of files be

created. Template “files” are advantageously provided for use/modification by
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administrative personnel, and “files” used in prior scenario(s) may be easily repurposed
for use in newly created scenario(s) with ease. Although decisions as to the nature,
quantity and content of files available to users/sales representatives is subject to
administrative prerogative, preferred scenarios include a blend of relevant and
substantially irrelevant information within such files, thereby effectively simulating a
user’s need to filter available information to discern that information that is useful in
achieving a specific purpose or objective. The files may also contain potentially
misleading information to further test/challenge the user/sales representative in his/her
assessment of the available information. Moreover, preferred methods/systems according
to the present disclosure generally establish a minimum number of files for
implementation of a scenario, e.g., at least three files. A maximum number of files may
also be established, e.g., nine files, to ensure that the scenario remains manageable. If
administrative personnel fails to create/establish the requisite number of files, the
system/method preferably apprises the administrator of the need for additional file(s) and |
prevents implementation/activation of the scenario until the shortcoming is addressed.
When the administrator has completed his/her creation of relevant files, the “Update File
Information” button at the bottom of files administrative screen 240 is clicked to submit
the information to a memory unit associated with the disclosed system/method.

Leaving the administrative functionality of the disclosed system/method
and returning to the exemplary scenario of Figure 4, an exemplary Files screen 250 is
depicted in Figure 6, such Files screen 250 being accessible to the user/sales
representative by clicking Files button 208. Of note, preferred embodiments of the
present disclosure provide contextual graphics in connection with the narrative

information provided to the user at various stages of scenarios. Thus, with reference to
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Fig. 4, the manager’s e-mail message (substantially hidden by the box 204) appears
graphically on an image of the user’s computer monitor, with office plants to the left and
a CPU to the right. Similarly, with reference to Fig. 6, Files screen 250 features a
graphical representation of a partially open file cabinet 252 having a series of files
positioned therein. Each of the labeled files is accessible to the user/sales representative
for reference purposes in connection with the scenario.

Files screen 250 includes instructional information related to the user’s
potential use of the available files, and suggested next steps once the user’s file review is
complete, in box 202. Thus, with further reference to Fig. 6, Files screen 250 provides
the user/sales representative with access to four illustrative files: Basic Information file
254, Company History file 256, Industry Information file 258 and Competitive
Information file 260. These files correspond to the four illustrative files created on the
files administrative screen 240 of Fig. 5. Of course, the titles and contents of such files
may vary, based on the administrator’s judgment as to appropriate background
information for potential review/reference by a user/sales representative.

As shown on Fig. 6, the user/sales representative has elected to review the
competitive information contained in the Competitive Information file 260 by clicking on
such file. The contents of the Competitive Information file appears in central pop-up box
262 and includes a navigation bar 264 at its right side as well as a Close button 266 for
use in returning the file to file cabinet 252 upon completion of the user’s review. The
Files screen 250 may be revisited by the user/sales representative at any stage in his/her
interaction with the disclosed scenario, e.g., to revisit or review basic information
contained within the Basic Information file 254, by clicking on the Files button 208.

Again, based on review of available file information, the user/sales representative may
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input notes for future reference by selecting Notes button 228, as discussed above.

Turning to a further stage in the illustrated scenario, the user/sales
representative is provided with an opportunity to “call” upon the sales lead by clicking on
Call button 210. Box 202 provides the user/sales representative with instructional
information concerning the parameters for the sales call. In the exemplary scenario
illustrated by Call screen 300 in Figure 7, the user/sales representative will be permitted
to ask the sales lead a total of six questions. The parameters for sales calls according to
the present disclosure are generally within the control of the administrative personnel
creating scenario(s), and the six questions permitted according to the illustrated
embodiment merely exemplifies the imposition of certain restraints on the user/sales
representative in interacting with the sales lead. Such restraints/parameters are valuable
in simulating the realities of most sales calls, where the time and attention of the sales
lead to a sales representative’s inquiries are typically limited.

Moreover, preferred systems/methods according to the present disclosure
are designed to adapt and/or adjust to the level of the user/sales representative, providing
more challenging scenarios and scenario parameters to individuals of greater skill and/or
experience. Thus, it is contemplated that a user may establish his/her skill level upon
registration, e.g., beginner, intermediate or advanced (Level I, II or III). It is further
contemplated that a user’s prior performance with respect to scenarios according to the
present disclosure may influence/determine a user’s skill level for purposes of the
disclosed system/method. In either case, more stringent scenario guidelines are
contemplated for more advanced users.

With further reference to Call screen 300, a graphical image of an

individual 302 representing the sales lead is provided at the left side thereof. In the
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exemplary embodiment of Fig. 7, individual 302 is shown seated at her desk, appearing
attentive and receptive to the user’s inquiries/communications. Alternative graphical
images and/or settings are contemplated and may be utilized by administrative personnel
in creating scenario(s) according to the present disclosure, e.g., individuals of differing
ages, genders, dispositions may be employed, as well as different communication
settings, e.g., social function, meeting, travel setting, and the like. In preferred
embodiments of the present disclosure, a menu of images/settings is provided for use by
administrative personnel in creating new scenario(s). It is further contemplated that users
of the scenarios created according to the present disclosure may advantageously select
from among available individuals and settings, thereby varying the nature of the scenario
as may be desired by such user.

In Question box 304, a series of potential questions to be posed by the
user/sales representative to the sales lead are displayed. A navigation bar 306 is provided
at the right side of Question box 304 to enable the user/sales representative to survey
available questions before commencing his/her discussion with the sales lead. According
to an illustrative embodiment of the present disclosure, the visual imagery for Call screen
300 features a PDA image containing Question box 304. As such, additional
functionality associated with a PDA may be provided in connection with a preferred
embodiment of Question box 304, e.g., a calculator 308, search functionality 310, and
review functionality 312. A user/sales representative may find such additional
functionality useful in conducting the sales lead discussion, e.g., the calculator function
may be necessary/desirable to calculate margins, commissions or the like.

With reference to the instructional message contained in box 202 on Call

screen 300, the user/sales representative is advised that he/she may ask a question of the
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sales lead by clicking on the question within Question box 304. Of note, Question box
304 includes indicia 314 to inform the user/sales representative whether a specific
question has previously been asked/not asked. Such functionality may be particularly
useful for users that return to complete a scenario after the passage of time, e.g., if
interrupted and unable to complete the scenario in a single session.

According to the present disclosure, the selection of appropriate questions
for consideration by a sales lead is believed to be of substantial importance to assessing
the viability of a sales lead, establishing rapport with a sales lead, and formulating an
appropriate offer/proposal for consideration by the sales lead. Some questions are likely
to lead to useful information whereas other questions are likely to generate nothing of
value. Moreover, sales leads are likely to react negatively to questions that reflect a lack
of preparation on the part of the sales representative. Thus, in the context of sales
training, strategic use of available time for questioning a sales lead is of paramount
importance to developing effective sales skills and, concomitantly, to successfully
completing scenario(s) according to the disclosed system/method.

Returning to the administrative menu screen 100 of Fig. 1, an
administrator is provided with significant flexibility in developing appropriate questions
for inclusion in a scenario according to the present disclosure. However, notwithstanding
the significant flexibility afforded the administrator, the disclosed method/system also
provides administrative personnel with highly advantageous resources in developing
questions for inclusion in scenario(s). Thus, with reference to the Basic Global Scenario
Information, a series of “Global Call Questions™ are generally provided for reference by
administrators in formulating new scenario(s) and/or editing existing scenario(s).

Administrative personnel with appropriate password clearance are able to access the
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“Enter/Edit Global Call Questions” functionality from administrative menu 100.
Similarly, administrative personnel with appropriate password clearance are able to
develop additional questions unique to a particular scenario in creating a new scenario.

Turning to Figure 8, an exemplary Call Questions administrative screen
350 is depicted for use by an administrator in developing and assigning “type” to
potential call questions. As set forth on screen 350, input blocks are provided for
questions to be posed by users/sales representatives ("Entry”) and answers to be given in
response thereto by the sales lead (“Response”). Thus, for each question, an answer is
provided that reflects the sales lead’s response should the user/sales representative elect to
pose such question. The questions may range from specific to general, and may or may
not be aimed at developing information pertinent to the products/services offered by the
user/sales representative. Some of the questions may advantageously build on
information contained in the files created by the administrator.

As a further aspect of question creation, the administrator generally
assigns a “type” to each question/response combination. In the exemplary embodiment of
Fig. 8, the available “types” for use by the administrator are: good, neutral and bad.
Alternative “types” or “ratings” are contemplated, e.g., numeric ratings and more highly
gradated ratings (e.g., excellent, very good, good, fair, neutral, bad, very bad). The
types/ratings are intended to reflect the quality of the question in eliciting information of
value to the user/sales representative in connection with the scenario, and form at least in
part the basis for assessing a user’s performance with respect to a scenario. The
rankings/valuations of questions may also be used to guide future follow-up actions with
respect to a user/sales representative.

Thus, in a preferred embodiment of the present disclosure wherein a three-
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level rating system is employed (good, neutral, bad), questions that are irrelevant or
reflect lack of preparation are generally rated “bad” questions, e.g., “Do you enjoy your
job?” Questions that are non-productive, yet not irrelevant or indicative of poor
preparation, are generally rated “neutral” questions, e.g., “I read that you have 5
locations, 4 in the U.S. and one in Asia. Is that correct?” And questions that are
productive and likely to lead to valuable insights/information are generally rated “good”
questions, e.g., “With five locations, how do you ensure consistent training so that high-
quality customer service is provided to all of your customers?”

In developing questions for a new scenario, an administrator may augment
his/her scenario-specific questions/answers by drawing upon pre-existing “global” and/or
“standard” questions that are stored within memory unit(s) associated with the present
disclosure. Such global/standard questions are advantageously available for
inspection/review, e.g., by way of a tabular screen presentation or the like. In preferred
embodiments of the present disclosure, a series of global and/or standard questions are
established to facilitate future scenario creation. Conversely, scenario-specific
question(s) developed by an administrator may be established as a “global” question for
subsequent access by future administrators, e.g., by translating, transferring and/or
reentering such scenario-specific question as a global question within the associated
database.

In creating a new scenario, one or more “global” and/or “standard”
questions may be associated with scenario-specific answers by the administrator. The
association of global/standard questions with scenario-specific answers is generally
effectuated through appropriate coding that points a global question to a scenario-specific

answer within a relational database, based on the scenario name/identification. Thus, a
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global question is generally “copied” into individual scenario(s), as desired by the
administrative personnel responsible for creating the scenario, and the scenario-specific
answer is associated therewith within the system’s database. Such database
management/design is effective in versioning control and in facilitating utilization of
individual scenario(s) when downloaded by users.

According to preferred embodiments of the present disclosure, the
questions displayed in Question box 304 are directly influenced by/dependent upon the
preparation undertaken by the user/sales representative before commencing his/her call
upon the sales lead. For example, scenario-specific question(s) that would not be
apparent to users/sales representatives in the absence of his/her review of a particular file
in file cabinet 252 are not displayed in Question box 304. Thus, according to preferred
embodiments of the present disclosure, users/sales representatives that bypass File screen
250 and/or fail to review any of the files contained in file cabinet 252 will generally be
limited to “global” and/or “standard” questions in Question box 304. For each file
reviewed by the user/sales representative, therefore, scenario-specific questions that
derive in whole or in part from the information contained in such file will typically be
included in Question box 304.

In addition, as noted on Call Questions administrative screen 350, the
questions developed and/or selected by an administrator correlate with the “needs” aspect
of the exemplary scenario described herein. In particular, a specific question may elicit
information that highlights a “need” of the hypothetical sales lead. However, the failure
to make such question available to the user/sales representative, e.g., if the question is
deleted from the scenario, prevents the user/sales representative from identifying such

need as part of the scenario. In such case, it would be inappropriate to retain a hidden
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need as a choice in the “needs” portion of the scenario (discussed below), and the
disclosed system/method advantageously alerts the administrator to the interrelated nature
of the question/need so as to prevent an undesirable disconnect between the questions and
the needs portions of the scenario.

Of note, in preferred embodiments of the present disclosure, the graphical
image of individual 302 provides a visual message as to the sales lead’s reaction to
questions posed by the user/sales representative. Thus, a question that is deemed to-the-
point by the sales lead generally results in a warm reaction from individual 302, whereas
an irrelevant or non-researched question generally results in an icy response from
individual, as reflected in the graphical image of individual 302 displayed on Call screen
302 as the “answer” appears in box 304. As with the scenario-specific answers discussed
above, code to generate the desired visual message is typically contained within a
relational database and is associated with the question/answer combination that is to give
rise to such visual message. The same visual message may be associated with multiple
question/answer combinations, thereby improving the efficiency and simplicity of the
system, as will be apparent to persons skilled in the art.

Turning to Figure 9, an exemplary Client Feedback screen 370 is shown
wherein a sales lead is responding favorably to a question selected by the user/sales

representative. The “client feedback™ depicted in box 372 reflects the “response”

| provided by the administrator with respect to the corresponding question in providing

input to Call Questions administrative screen 350. Although the user is not directly
informed as to whether the question was good/neutral/bad, the response from the sales
lead is clearly positive, both in words and in the visual messaging provided in the

graphical representation of the sales lead. Thus, the user/sales representative receives
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immediate positive feedback as to the question selection, while the system/method of the
present disclosure notes the fact that the user/sales representative has selected a “good”
question.

With reference to Figures 10 and 11, exemplary screen shots associated
with two preferred functionalities for establishing “needs” in connection with a scenario
according to the present disclosure are illustrated. In Fig. 10, a “Needs” administrative
screen 400 is depicted that permits an administrator to input a potential need for a sales
lead (“Entry”) and an associated reply from the sales lead (“Response”). As with the
questions/responses discussed hereinabove, an administrator rates each “need” according
to a predetermined scale, e.g., good, neutral, bad, in a box labeled “Type.” Thus, for each
“need” made available to a user/sales representative in connection with a scenario, a
corresponding response and a rating are provided by the administrator. Of further note,
the administrator’s rating of the “need” triggers the system to list the correspondingly
rated questions therebelow.

In the exemplary depiction of Fig. 10, the “need” was rated “good” and,
therefore, each of the “good” questions entered by the administrator are listed therebelow.
The administrator selects the question(s) that correspond to the need, by placing a check
in the associated box. At least one question must be correlated with each need created by
the administrator. Thus, the questions can be useful to an administrator in establishing
potential needs for inclusion in the needs portion of the scenario. When a question is
associated with a need, the disclosed system/method automatically makes the “need”
available for selection by the user/sales representative based on the question being posed
to the sales lead by the user/sales representative. Conversely, “needs” that are associated

only with questions that are not asked by the user/sales representative are not available for
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selection by the user/sales representative at the needs stage of the scenario. It is
contemplated that a need may be associated with multiple questions, and that a question
may be associated with multiple needs, depending on the interrelated nature of the subject
matters thereof.

Turning to Figure 11, an exemplary “Enter/Edit Global Needs”
administrative screen 430 is provided. According to the present disclosure, global needs
are useful in rounding out the list of needs from which a user/sales representative will
select in developing a solution for the hypothetical sales lead. Because a global need is
generally not geared to or relevant to a specific need of a sales lead, global needs are
generally “neutral” or “bad” selections for purposes of a scenario. As shown in
administrative screen 430, an administrator is generally provided with the ability to enter
new/revised global needs in input box 432, and/or to select from pre-existing global needs
from a menu of “current active needs.” Once a global need is selected, the administrator
creates a scenario-specific response to such global need and assigns a value thereto, e.g.,
based on input boxes comparable to those shown in Fig. 10.

The disclosed system/method generally establishes a minimum number of
needs for implementation of a scenario. Thus, according to preferred embodiments of the
present disclosure, a minimum number of four “needs” must be supplied by the
administrator in establishing a new scenario. Of the four “needs,” the disclosed
system/method further generally requires that at least one “need” be a good selection, one
“need” be a bad selection, and two “needs” be merely additional or neutral. Alternative
threshold levels and different proportions among such needs are contemplated and will
vary on such factor§ as the complexity of the scenario and skill/experience level of users.

Returning to the exemplary sales representative training scenario that was
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initiated by a manager e-mail in Figure 4, an exemplary Sales Manager meeting screen
450 is depicted in Figure 12. The user/sales representative reaches meeting screen 450 by
selecting button 212 on the lower navigation bar. A graphical image of a hypothetical
sales manager 454 is preferably provided on Sales Manager meeting screen 450. Sales
manager 454 is preferably positioned in front of or adjacent a box 456 that appears to be a
white board in his/her office. Alternative graphical presentations are contemplated and
selection of different visual images of the sales manager and/or setting may be made by
the administrator and/or user, as noted previously. A navigation bar 458 is typically
provided in association with box 456 to permit the user/sales representative to view all
available “needs,” as discussed herein.

Based on the questions asked by the user/sales representative on the sales
call, a series of needs appears on the manager’s white board 456. The needs triggered by
the call upon the sales lead are supplemented with global needs that are generally not
directly related to the information gleaned from the question/answer exchange with the
sales lead. Of note, the list of “needs” that appears on the manager’s white board is
directly influenced by the prior decisions and activities undertaken by the user/sales
representative, so that a user/sales representative who has failed to make appropriate
preparations/perform appropriate research and/or who has failed to exercise sound
judgment in interviewing his/her sales lead, will have generally poor needs from which to
choose. Once again, the user/sales representative is required to select items from a list
provided according to the disclosed scenario, with input and/or responses provided by
sales manager 454 based upon the responses associated with such needs by the
administrator, as described with reference to Figs. 10 and 11.

Input and/or responses from the sales manager are generally provided to
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the user/sales representative at various junctures in his/her needs analysis. Thus, the sales
manager may comment on the needs selected by the user/sales representative, e.g.,
endorsing and/or questioning the relevance of a selected need based on the sales lead’s
responses during the sales call. The sales manager’s input and/or responses are
advantageously programmed into the disclosed system/method and are triggered based on
the rating of such need(s), e.g., good, bad or neutral. Moreover, the sales manager may
direct/encourage the user/sales representative to revisit earlier aspects of the scenario,
e.g., the file review portion to complete necessary background research. A direction to
return to earlier stages in a scenario is typically predicated on the system/method
determining that the user/sales representative has not achieved the necessary performance
level at such earlier stage(s) to successfully complete the scenario. Of note, scenarios
created according to the present disclosure may include sales manager’s that provide
faulty and/or erroneous advice, and users/sales representatives are free to accept or ignore
the sales manager’s advice/encouragement based on his/her perception of the
quality/reliability of such advice/encouragement.

Turning to Figures 13 and 14, further functionalities associated with
administrative aspects of the disclosed system/method are depicted. Figure 13 shows an
Offer administrative screen 470 for establishing potential product/service offerings
according to a disclosed scenario. The potential product/service offerings preferably
correlate with products/services commercially available (or under development) by or
from a company for which the user/sales representative works. The product/service
offering list is advantageously updated on a periodic basis to reflect
new/revised/discontinued product/service offerings. An administrator typically selects a

series of offers from the list of potential offerings for inclusion in the scenario.
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For each of the product/service offerings selected on Offers administrative
screen 470, the administrator correlates the product/service offering with “features” on
Features administrative screen 500. In each case, the administrator also assigns a rating
or “type” to each such offering/feature based on the desirability of the offering/feature to
the sales lead. If the delineated offering/feature correlates well with the requirements of
the sales lead, a “good” rating is warranted. However, if the offering/feature does not
correlate with the needs of the sales lead, a lower rating is warranted. According to the
exemplary information set forth on Features administrative screen 500, it is clear that the
“Series 4: Consultative Selling I” is a good product/service offering for the hypothetical
sales lead, whereas the second entry is merely neutral.

With reference to Figure 15, a Proposal screen 530 is depicted on which
the user/sales representative formulates his/her solution for presentation to the sales lead.
The user/sales representative reaches Proposal screen by clicking on Solution button 214
in the lower navigation bar. The graphical imagery associated with exemplary Proposal
screen 530 features a three-ring binder image, with the ultimate Proposal-Solution being
formulated on the left page 532, and the potential Offers and associated Features
appearing on the right page 534. Of note, the user/sales representative is able to turn to
the “needs” identified in his/her session with his/her sales manager by turning to Needs
tab 536. As shown in Figure 16, clicking on Needs tab 536 causes the identified needs to
fill the right page 534 in alternative Proposal screen 550. The user/sales representative
can quickly refer back to the Offers/Features of Fig. 15 by clicking on the Solution tab
552. Thus, the user/sales representative may seek product/service offerings that include
features correlative with the identified needs of the hypothetical lead. The potential

product/service offerings for inclusion in the Proposal-Solution for the hypothetical sales
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lead are limited to those offerings selected by the administrator in connection with Offers
administrative screen 470, as described hereinabove.

Figure 17 illustrates a Closing screen 570 in connection with a scenario
created according to an embodiment of the present disclosure. Closing screen 570 is
accessed by clicking on Close button 216 in the lower navigation bar. As a final step in
the illustrative scenario, the user/sales representative is required to select an appropriate
“Value Statement” that reflects the proposal-solution that he/she has prepared for the
hypothetical sales lead. The value statements are entered in an appropriate administrative
screen according to the present disclosure. Once again, the graphical imagery provided
according to the illustrative embodiment of Figure 17 includes an individual sitting at her
desk, attentive to the proposal being made, and the visual image(s), e.g., body language,
communicated by such individual in response to value statement(s) proposed by the
user/sales representative are advantageously designed to provide further input/information
as to the effectiveness/relevance of the selected value statement(s).

With reference to Figure 18, completion of the illustrated scenario is
effectuated by a hypothetical e-mail message from the sales manager advising the
user/sales representative as to the outcome of the proposal-solution, as de};icted on Status
screen 600. In the illustrated scenario, the user/sales representative was successful in
gaining the sale, reflecting the effectiveness of the user/sales representative in identifying
the sales lead’s needs, and matching those needs with product/service offerings that
satisfied those needs. Of note, the hypothetical e-mail message advantageously provides
a recap of the user’s performance at various stages in the scenario, based on data captured
with respect thereto.

In determining whether a positive outcome is to be communicated to the
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user/sales representative, a scoring protocol is advantageously established according to
preferred embodiments of the present disclosure. Thus, with reference to Figure 19, an
exemplary Scoring Levels administrative screen 630 is depicted. By selecting appropriate
threshold levels of performance by users at various stages in a scenario, an administrator
is able to establish the level of performance required to “pass” the scenario, e.g., gain the
sale in a sales training scenario. Of note, it is contemplated that performance levels may
be established both for positive actions, e.g., asking a minimum number of “good”
questions and making a minimum number of “good” offers, and for avoidance of negative
actions, e.g., asking no more than a threshold level of “bad” questions. It is further
contemplated that a decision by the user/sales representative to “decline” the sales lead is
the appropriate outcome for a scenario, and in such circumstance, the scoring protocol
advantageously is weighted and/or establishes a requirement that the user/sales
representative decline the sales lead to successfully complete the scenario.

The thresholds may be varied based on a variety of factors, e.g., based on
the skill/experience level of users. Of note, the scoring protocol described herein is
particularly effective and efficient in its implementation because the administrator is
required to include good, bad and neutral elements at every stage in his/her creation of the
underlying scenario, thereby ensuring applicability of the scoring protocol to all scenarios
created according to the present disclosure. Moreover, the disclosed scoring protocol(s)
permit scenario(s) to be scaled based on the skill level of participants, e.g., by reducing
the permitted number of “bad” questions from one to zero for a particularly
skilled/experienced user/sales representative. Such scaling of the scoring protocol is
advantageously performed automatically by the disclosed system/method through an

algorithmic adjustment to the scoring protocol, e.g., based on registration information
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and/or prior performance of a user/sales representative.

Indeed, as illustrated in the exemplary Content Management Menu screen
650 of Figure 20, an administrator is apprised according to the present disclosure the
degree to which a scenario complies with all requirements for implementation. For
example, a failure to include the minimum required number of files (e.g., three) in a
scenario would prevent a check from appearing adjacent the “Files” designation on
Content Management Menu screen 650 and, in like measure, would prevent
implementation of the subject scenario. Content Management Menu screen 650 provides
a useful reference source with respect to creation and implementation of a scenario, and
each designation on screen 650 provides a link to the relevant administrative screen for
appropriate review and corrective action. Additionally, as shown in Figure 21,
administrative warning screen(s) 670 are provided to administrators when there actions in
creating a scenario fail to satisfy minimum requirements and/or contravene applicable
guidelines and/or protocols.

Having thus described preferred embodiments and exemplary
uses/applications of the present disclosure, it is to be understood that the specifically
disclosed applications are merely illustrative of the scope of the present disclosure.
Various changes may be made in the function and arrangement of aspects hereof;
equivalent means may be substituted for those described and/or illustrated; and certain
features may be used independently from others without departing from the spirit and

scope of the invention as defined in the claims that follow.
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CLAIMS

1. A system for use in creating an interactive educational module, said
system comprising:

a) an administrative interface that includes a plurality of predetermined links for
accessing predefined screens for use in inputting information associated with
creation of said interactive educational module, wherein at least one of said
predetermined links provides access to a predefined input screen that is
designed and configured to receive a rating for information that is input on
said predefined input screen, said rating being based on a predefined rating
Scale; and

b) a verification system that checks to ensure that said rating for said information
input on said predefined input screen satisfies predetermined criteria.

2. A system according to Claim 1, wherein said plurality of links provide
access to predefined screens for inputting information associated with said interactive
educational module, said information being selected from a group consisting of
interactive educational module subject matter, questions associated with said interactive
educational module, needs associated with said interactive educational module, offers and
features associated with said interactive educational module, value statements associated
with said interactive educational module, and combinations thereof,

3. A system according to Claim 2, wherein said interactive educational
module subject matter information is selected from a group consisting of module name,
module description, product description, industry description, need description, customer
description, competitor description, segment description, geography description, and

combinations thereof.
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4, A system according to Claim 1, wherein said rating is selected from a
rating scale that includes good, bad and neutral ratings.

5. A system according to Claim 1, wherein said rating corresponds to a
predetermined rating classification within said predefined rating scale, and wherein said
verification system checks to ensure that information ratings input on said predefined
input screen include a predetermined number of ratings within said predetermined rating
classification.

6. A system according to Claim 1, wherein said rating corresponds to a
predetermined rating classification within said predefined rating scale, and wherein said
verification system checks to ensure that information ratings input on said predefined
input screen do not exceed a predetermined number of ratings within said predetermined
rating classification.

7. A system according to Claim 1, wherein said administrative interface
includes an alert system that provides a tangible signal if said information ratings fail to
satisfy predetermined ratings criteria.

8. A system according to Claim 1, further comprising an activation system
that prevents activation of said interactive educational module if said information ratings
fail to satisfy predetermined ratings criteria.

9. A system according to Claim 1, further comprising a scoring system that
utilizes said information ratings to derive a performance level for a user of said interactive
educational module.

10. A system according to Claim 1, further comprising a reporting system that
generates reports reflecting performance levels for users of said interactive educational

module.
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11. A system according to Claim 10, wherein said reporting system further
generates reports reflecting usage levels of the users with said interactive educational
module.

12. A system according to Claim 1, wherein access to said administrative

5 interface is controlled by password protection.

13. A system according to Claim 1, wherein said predefined input screen
includes predefined informational content for use in creating said interactive educational
module.

14. A system according to Claim 13, wherein said administrative interface

10  includes at least one link to a predefined screen for input and modification of said
predefined informational content.

15. A system according to Claim 13, wherein said predefined input screen is
designed and configured for use in customizing said predefined informational content.

16. A system for use in creating an interactive educational module, said

15  system comprising:

a) an administrative interface that includes a plurality of predetermined links for
accessing predefined screens for use in inputting information associated with
creation of said interactive educational module, wherein at least one of said
predetermined links provides access to a predefined input screen that is

20 designed and configured to receive a rating for information that is input on
said predefined input screen, said rating being based on a predefined rating
scale;

b) ascoring system that utilizes said ratings for said information to derive a

performance level for a user of said interactive educational module.
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A system according to Claim 16, further comprising a reporting system

that generates at least one report reflecting performance levels for users of said interactive

educational module.

18.

A system according to Claim 16, wherein at least one of said plurality of

predetermined links provides access to a predefined scoring input screen that is designed

and configured to receive operative parameters for said scoring system.

19.

A system according to Claim 16, wherein said scoring system is

responsive to at least one attribute of a user of said interactive educational module.

20.

A system according to Claim 19, wherein said at least one attribute of a

user of said interactive educational module is selected from a group consisting of user

experience level, user skill level, prior user interactions with said interactive educational

module, and combinations thereof.

21.

a)

b)

d)

A method for creating an interactive educational module, comprising;:
providing an administrative interface that communicates with a processor
and a memory unit, said administrative interface providing a plurality of
links to access input screens for inputting information associated with
creation of said interactive educational module;

selecting from among said plurality of links to access a first of said input
screens;

selecting information for inclusion in said interactive educational module
from predefined information displayed on said first input screen;
inputting additional information on said first input screen for inclusion in
said interactive educational module;

providing a rating for said information selected and input on said first
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input screen, said rating selected from a predefined rating scale; and
) providing a scoring system for establishing a performance level of users of
said interactive educational module.
22. A method according to Claim 21, further comprising:
5 g) activating said interactive educational module for access by users across a
computer network.
23. A method according to Claim 21, wherein said predefined information is
copied from a prior interactive educational module.
24. A method according to Claim 21, further comprising:
10 g) utilizing said information in the creation of a second interactive
educational module.
25. A method according to Claim 21, further comprising:
g2) hosting said interactive educational module on a server accessible across a

computer network.
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Simentor: Administrative Menu

* Welcome to the administrative section of Simentor. Use the menu below to add,
edit, or delete scenarios. If you need help at any tims, click on the "Hslp" button
in the top, right-hand corner of the screen.

Logout | Login — /01/
User Account Administration: {manage users and their access privileges)

« Create User Account
« Update User Account Information

/ » View Reports
Basic Global Scenario Information: (manage content that can appear in all

X 5 scenarios)
« Enter/Edit Global Call Questions
« Ented/Edit Global Needs
-+ Ented/Edit Global Offers
« Enter/Edit Global Value Statements
« Enter/Manage/Edit Search Criteria

Scenario Administration: (create new scenarios, search, and activate/
deactivate scenarios)

(AB0qHENT: X 035N, KISI:,\, $3U10AT
~
Q
N

« Create New Scenario
« Search Scenario (edit scenario description)
//0 « Activate/Deactivate_Scenario

Scenario Content Administration: (add or modify a scenario’s content)

« Edit Scenario (edit scenario content)

View Scenario: {web view of activated scenarios)

+ Search Scenario (user interface search)

| otermet zome ooz

Fig. 1
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Administrative Menu | Bagk to View Repore ik

M- /150
View Reports: Scenario Overview Usage Report %
Search Citeria Alldates o o N
[Scenario [ web | Download | Total }%
[Thurs I 1] 1] 2
[ Love My Car@ { 3 of 5 S
[martin test | 1 0| 1 S
IE_;any Test Scenario i ) __5[ 1 l 6 "
ﬁonna's Scenario [ 8| 4 10 %
[TDS Contact Centers, Inc. _ | I 3 2 §
[Zoinks _ ' ! of 1] 1 i
[Sendit Packing?__ _ [ £ I
[f)onna's Scenario Round Two Testing l kil [ 0! 31 ; i
flestnow . | 2| of 2
[Cathy April Test Scenario ! 1 5 6 §
[Dedicated Internet Access | 1] o} )
[Valerie's v2 Round 3 Test - created 6/21/01 12:10 PM | 3] 0] 3 o
[ : Total | 78 16 94

Fig. 2
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Not sure where to begin?

Let's start with a tour of your scenario space. First, without closing the "Help* window, roll your
pointer over the labs above and below this frame. As you can ses, as long as the "Help® window
remains open, briet descriptions of the scenario’s interiace stements will remain avaitable. Rolling
over the "Sections” tab, for example, reveals an abbreviated explanation of the scenario’s basic

sections, which you will use both to gather data and 1o present It.

If this Is your first ime using the Sales Scenario Engine, you will probably want to proceed through
the scenario sections in order. paying specific altention lo the connections between the information
you gathat, the needs you establish, the solution you offer, and the value statements you usa to

support that solution.
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cenario - Microsolt Internet Exp!nrx:v

Want more information? Click *Close” to choose another lopic. When you have finished, click on *3. Calf* to continue.

instructions Hur;{

" Hints and Tips 4 B Exit Sconario

20z d Gompeliliva Information ; y : et X . 2{0

all of melr

cing arena include:

1) Ameritech Cali Center Solutions - Ameritech Call Center provides local
telephone services to 11.1 million homes, 1 million business customers, and
3,000 ication/t mation in the Mi As part ol lts
professional services, Amerilech offers oulsourced teleservices thal can be
used to handle overflow call tralfic, provide faster slart-up of new programs, or
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E Sdnunistrates Meny | ©onting Manasemart dznu
= Needs
2 TOS Contact Centers, Inc.
-
Add a Need
3 -
] Update Needs
1: Entry 1: fA'raining solution that would reduce the > Type:l Good s l
b4 amount of instructor-lad training ima and
3; Response 1: [Absolutely. This is a key need for your client. |~
S
=
Associate with [1'What training challengas do you face as an organization who is providing semvice on 3 24 X 7 basis?
3 Good Question: C1'What tumnovar rats are you zxperiencing within your call centers?
H B \What is the fength of time that a typical call center agent would spend to complets th: initial zall canter training?
E Associate with [J| read that you have 5 locations, 4 in the U.S.. and one in Asia. Is that correct?
8

Bad Questions: (I How often do you begin a new training class?
CJ:wnat parcentags of your total annual call center budget is allocated to training?

Associate with [JDo you hava a nead for trainin,
Neutral be intarastad in.

Questions: [ 0g you primarily handle customar servisa-typs activitias? If yes, what parcantaga of your calis is rsfatzd to customsr
sanvice?

2 Entry 2: [A training solution that would reduce the 2! Type:
amount of instructor-led training time and

Response 2: Fbsoluxery. This is a key need for your client. B

g in languages othar than U.S. English? If yes, plaasa idantify the languagzs that you would

Assaciate with (1'/at training challenges do you face as an organization who is providing sarvice on a 24 X 7 basis?
Good Question: [ ¥hat turnover rats are you sxperincing within your call centars?

O'#hat is the tength of time that a typical 2all zentar agent would sp2nd to complata tha initial call canter training?
Associate with 01 rzad that you hava 5 locations. 4 in tha U.S.. and ans in Asia. Is that sorract?
Bad Questions: [ How oft2n do you bagin 3 new training class?
O Ahat pareentage of your total annual 2all center budget is allocat2d to training?
Associate with [J Do you hava a n2ad for training in languages other than U.S. English? If vas, pleass identify the languages that you would
Neutral ba intarastad in.

Questions: [ 0o you primarily handle zustomsr senvica-typs activitias? If yes, what perczntage of your calls is rzlatzd to customer
sarvica?

! Help

4]

W) Internet zone
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© Uve Home Page @ hgpl Campuin @ W St @ o St
S 1M€ NTQOR Administrative Section
3 Adminisgrative Meny | Cantzat Managsmant fany
= o
E .
= Offers
3 TDS Contact Centars, Inc.
<
; Please select the checkboxes on the right of each offer te include them in the scenario..Once you
2 have offers that hava been selacted. please note that the offers appear along with the type chosan for
2 each under the Cumrent Cffers heading at the bottom of this screen. Should the offers need to be
b updated, you will be required to reset the typas for all offers.
ES saarmnge f pou dzlztz ofzrs atzr ou have 2empl 2nt2nng fraterzs you will have 9 ratumm 1y tne
3 F2GUIES 322000 19 M3k SUrE 1ha1 1he F20MUrss 2ntered ar: 1983315130 Mth z215Ung e
é
*.
3 Offer Check List
‘i MATM: (Managed ATM Service)- a
z MIMA: (Managed invarse Multiptexing)— a
2 Dedicatad Hosting: Customer Managed Co-Location— [m}
Dadicated Internet access— a
VPN services- a
Managed Security- a
‘Wab Dasign Resources— a
Managed Firawall- a
VPN Tunnaling-~ (]
Current Offers
Offer Type
Series 1: Customar Relationship Managzment Good
Serigs 2: Basic Call Agant Skills Good
Safias 3: Call Agant Functions Bad
Serias 4: Consultative Selling | Good
Series 3: Consultative Selling il Nautral
Serigs 6: Consultative Selling Practics Good
Serizs 7: Contact Centar Customer Service and Suppert  Nautral
Series 8: Customar Sarvice and Suppont Practic2 Nautral
W nternet zone

Fig. 13
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SIMIENTOR Administrative Section

© Live Home Page @ Aople Cirrputor (@ Avpie Support- @ Aople Store: (@) Misrozomt MaoToplics @Mzt @) 0fiow for Maokntosh (@ ternet Explorer

Administrative Manu | Content Managemant M2nu

Features
TDS Contact Centers, inc.

, (aaaresnrs)

Update Features

Entry 1:

Associate with [J Series 1:

Good Offer: (7 geries 2:

1 M Series 4:
O series 6:

Associate with Bad Offer: [ Series 3:
Associate with Neutral Offer: (1 Series 5:
O series 7:

O series 9:

O serias 8:

.. nooqdoas \‘ Yrwas \‘ A0St \.‘sagman]

19p10| abD Y

Introduces the five key elements of any ~
consultative sales call.

Type: (Gand_3)

Customer Relationship Management
Basic Cali Agent Skills

Consultative Selling |

Consultative Selling Practice

Call Agent Functions

Consultative Selling It

Contact Center Customer Service and Support
Communication Media Functions and Etiquette
Customer Service and Support Practice

Associate with [ Series 1

Good Offer: [] 5grips 2:

2 O Series 4:
: O Series 6
Associate with Bad Offer: [J Series 3:
Associate with Neutral Offer: M Series 5:
(J Series 7:

O series 9:

O Series 8:

Entry 2: [Develops your agent's ability to sell solutions [~
with confidence including strateglies for

Type: (el 3)

Customer Relationship Management

Basic Call Agent Skills

Consultative Selling |

Consultative Selling Practice

Call Agent Functions

Consultative Selling It

Contact Center Customer Service and Support
Communication Media Functions and Etiquette
Customer Service and Support Practice

Associate with [J Series 1:
Good Offer: (] geries 2

3 O Series 4:
‘ Series 6:
Associate with Bad Offer: i4 Series 3:
Associate with Neutral Offer: O Series 5:

O Series 7:
O Series 9:
Series 8;

Entry 3: [Provides valuabie training on the basic -~
activities that agents perform in a call center

Customer Relationship Management

Basic Call Agent Skills

Consultative Selling |

Consultative Selling Practice

Call Agent Functions

Consultative Selling il

Contact Center Customer Service and Support
Communication Media Functions and Etiquette
Customer Service and Support Practice

9 Internet zone
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It's ime to write the proposal! Click on an offer 1o view the features associaled with it. Click on oplions in the lea(ures area 1o add those
1o your proposal. It you need to review the needs you identified, click on the "Needs" tab g the right.

531

Series 1: Customer Relationship
Management

Exit Scenario, §

.| Instructions § Hints and Tips

Proposal - Solution

Series 3: Call Agent Funiclions
Series 5: Consulative Selling 1l

Series 7: Contact Center Customer

Features 53 é

| Sections - "W Feedback,

@@%mw@@”

fll 1. Scenano  2.Files  3.Call 4. Needs 5. Solu(,n 6.Close 7. Stalus

Fig. 15
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/ ‘J sales Scenatio - Microsoft Internet [xnlomr

t's ime 1o write the proposal! Click on an offer to view the features associated with it. Click on options in the features area to add those
10 your proposal. !f you need 1o review the needs you identified, Glick on the “Needs” tab to the nghi.

0 0

{ Needs _;_Z_‘l

Proposal - Solution %mﬂ' ™ [Airaining soluton that wouTd (60uce 9 5
the amount of instructor-led training
time and would allow agents to begin )
{ 3 z E working with cuslomers as soon as ]
possible. 6 {z’
Training which inroduces and

1einforces the consultative sales Q1
process.

'
P ; A solution would allow 1he organization F Ig 1 6

{ {0 to provide consistent training across all

call center locations and would help 1o
reduce agent turnover.

N Training in customer service skills.

Training in handling difficult customers”
:g | and difficult situations.
: Wi

Training m Iistening and interaction

B @% 4 (A = o

1.Scenano 2.Files 3.Call  4.Needs 5. Solution 6.Close 7, Status

[

It's showtime! Present your p
solution.

Jnskuclions  Hep . Hintsand Tips - . 777 T} it Scenaio ;?0

Proposal - Value Statements

quality, expertly designed interactive,
mullimedia business and management skills
courseware o meet organizational training
ngeds.

Post-assessments ensure thal agents have
mastered the key learning points of the training. |3}

You will be able to integrate training into
agent's dally work schedule, and schedule at
times where call volume Is low enough to
warrant laking an employes offline.

This solution provides call center agent
training on the most curent CRM apgplications
available including e-mail, online chat, voice-
over IP, fax, and video.

 Feedback | Daclme

1@1@

4.Nseds 5.Solution 8. _\___“

(
zlb

3.Cat
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-2} Sales Scenario - Microseft Internet Explorer

Scenario Status: Closed

Congratulations! You won the sale! Review the information below
for a detalled description of how youdid In each section:

Review ol sections
Call Section:
You asked all the right guestions to deterrnine thae needs of the

custormer. You must have done some pretty good ressarch in your
customer files to come up with those questions!

{ Feedback

g A = (¥

B 1. Scenario  2.Files  3.Call  4.Needs 5.Sotution 6.Close 7. Status

Fig. 18
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@ nttp:/ /6ev atghome.com/ simentorv2/ admin/somar o/ toker ance ofm ?intsoenar ks | 07 &he pD=23

@mem. @ Avole Computer @ Appie Support (@ Appe Store @chvmftﬂaﬂ'oph @ mMsh: (@ ornoe for Mackrtosh © Wnternet Explorer

3 Administrative Menu |  Content Management Many

X

% Scoring Levels

’= TDS Contact Centers, Inc.

gi Make the necessary selections for aach area below and click on the “Submit™ button when you are
< finished.

" - Narning!

¥ Due to the fact that more than one good quaestion was associated with one good need, selecting a
2 higher amount of good needs over good questions could make this scenario very difficult or impossible
5 to pass.

" Sections Needed to Pasa

é 3. call

¢ M 4. Needs

3 6. Close

- . Can ’

"‘? Number of Good Questions Required to Pass

% Number of Bad Questions Allowed to Pass

g Needs

Number of Good Needs Required to Pass

Number of Bad Needs Allowed to Pass

Offers

Number of Good Offers Required to Pass

Number of Bad Offers Allowad to Pass

Features

Number of Good Features Required to Pass
Number of Bad Faaturas Allowed to Pass

Value Statements

Number of Good Value Statements Required to Pass
Number of Bad Value Statements Allowed to Pass

Decline Point

Section at Which Reminder is No Longer Provided When
Decline is Selected
Time Limit

Number of Questions Neaded 10 Ask

S, Solution

Number of Value Statements Needed to Ask
Manager Visits
Number of Allowed Manager Visits
Is this a scenario In which decline Is the right choice?
"OvYes ®No
Reason for Cholce:
in this case, this prospactive client E

@@EIE@@@@@E@@@

could have easily banefited from our
training serles on CRM basics,

If providing a link to survey form that you have created (either online

or as a downloadable file) is desired, enter a URL from which to

access the survey below and a link to it will appear for the user upon
pletion of this rlo.

|

\
J Internet zone ‘

Fig. 19 ¢30
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_SIMIENTOR Administrative Section

Administrative Menu Al

N 4650
Content Management Menu “

TDS Contact Centers, Inc.

iy
S,

o EEnter Scenario Introduction

o BfStandard Call Questions (add response)
o B Standard Meeds (add response)
M Standard Valye Statements (add response)

MEies

' Call Questions
¥ Needs

M Ofiers
¥fFeatures

MValye Statgments
o RfScoring Levels

e

LA,

o EfHints & Tips

RS

If you have made changes to this scenario, you need to activate it by clicking on the "Activate
Scenario” button above in order for those changes to be accessible by the end users.

(N oo

2

Fig. 20
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You must select one good and one bad type. ]

Fig. 21
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