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INTRODUCTION

This report was prepared after BKE was contacted p
customer service consultation. Metropolitan Energy
must re-evaluate their current customer service de
needs of their evolving business and clientele.
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Goals

Through this report, there are four main goals that BKE Wishe

the most effective service to Metropolitan Energy, Inc. Thodt S to accomplish o

goals incluge:  ©rovide

- Provide quality research that shows the most recent trends j

e Create a revised trainir?g program tailored to the Specific neer;‘:ustomer Service.

» Discuss reasoning behind methods and provide applicable ex:r:;:‘: c%rlnpany.
within our

revised program.
e Give detailed instructions on distribution and implementati
resources. ation of program
Conducting the Research

With these specific goals in mind, BKE began gathering research from prima
secondary resources. This research discussed training methods, learning Styrlz; and
evaluation techniques all of which were found to be key components of g suz:ces ’ afl::d
customer service program. The research methods utilized in this report include-ss 1

» Scholarly journals
e Human Resources Interviews
e Customer Service Observation

e Mpyers-Briggs Research

Applying the Research

After reviewing numerous training program techniques, it was decided that the three —
step approach would be most appropriate for Metropolitan Energy, Inc.’s specific needs.
The three steps are as follows:

* Needs Assessment
* Development
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Each of these three steps will be elaborated on to en

fully comprehend the importance and reasoning behisgre that compa

topics within these three steps will also be discusse d'; this propogey ty Managemen:
understanding their benefits and implementation_ O give the com actic. §pe,

Expected Outcomes

By the conclusion of this report, BKE will have Provided m

thorough explanation of our research, the proposed o etropolitan Energy .
successful for your company. In addition to the report BK"EQ ';Drogram, and w,']y it ;N"’_‘"
depth training program guide, located in the appendic’es o as aflso includeqg an in' be
needed to implement the new training program. Some e' IS guide Provides eve .
this program guide include: Xamples of the tools offerggr;:? E

e Quizzes

e Training Media

e Seminar outlines

* Sample customer service satisfaction surveys
e Myers-Briggs assessments

Utilizing the report, along with the detailed program qui
- - u i
guaranteed to launch an innovative and successful t?ailgier{gl\g?gggohtan Energy, Inc. is
m.



