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Screen Title: Final Quiz Screen Number: N/A

Screen Type: Quiz-Matching Drag and Drop Time: 20 seconds

On-Screen Text:

MAIN SCREEN:
Text across the bottom of the screen:

Tom is a customer who has called with a complaint about ___.

After Tom finishes explaining his issue, which is the best response, 
the one that will make Tom feel understood and appreciated as a 
customer?

Responses:

“Did you call us about this problem before?”
“Give me one minute to think about that.”
“That sounds really frustrating. Let me try to help you out.”

CORRECT SCREEN ANSWER FOR “That sounds really 
frustrating. Let me try to help you out.”

That's right! We want to first express empathy with the customer, 
and then find a way to help them.

INCORRECT ANSWER SCREEN FOR “Did you call about this 
problem before?”

That's not quite the best response. Once a customer explains their 
issue, we can make them feel understood by expressing empathy. 
We can then proceed to help them with their problem, or clarifying it

Graphics/Video:

MAIN SCREEN:

-Character: Man, in his 40's, with blue jeans and 
a grey t-shirt. 
-Setting: Desk in home office, with bookshelves behind
a computer on the desk. 

Character Poses:
1. The man is seated at the
desk, and is calling on the phone. He is frustrated
and has a frown on his face, and holds his right hand
against the top right of his head in frustration.

2. The man is still seated at the desk, but is sitting 
with straightened back, with his right arm down, and
with a relaxed smile.

-Character: At the top, a female customer representative,
in her 40's, with a headset on. The image is a headshot 
with an oval around it.

-At the top, to the right of the representative, are three
possible responses, in “speech effect” bubbles coming
from the representative.
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if necessary. The answer that best expresses this is, “That sounds 
really frustrating. Let me try to help you out.”

INCORRECT ANSWER SCREEN FOR “Give me one minute to 
think about that.”

That's not quite the best response. Once a customer explains their 
issue, we can make them feel understood by expressing empathy. 
We can then proceed to help them with their problem. If the solution
is not clear, we can clarify the question or ask the caller to wait for a
short time.

 The answer that best expresses this is, “That sounds really 
frustrating. Let me try to help you out.”

Voiceover:

none
Interactivity or Animation:
-Learner clicks on the answer choice they think is correct.

- Learner clicks BACK or NEXT button to access previous
or future slides.

Instructions for the Developer:

Correct Answer: “That sounds really frustrating. Let me try to help 
you out.”

Incorrect Answers: “Did you call us about this problem before?”
“Give me one minute to think about that.”
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Points for correct answer: 10
Points for incorrect answer: 0

PROGRAMMING INSTRUCTIONS:

Learner selects the response they believe is correct.
For the correct response, the customer assumes
pose #2. For the incorrect response the customer 
keeps the same pose.
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