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Module Staff Training for Distance Minnesota
Module Overview: 
New staff at Distance Minnesota will use materials to interact and engage with students and Veterans at a support center.  Inquiries are all handled virtually and must guide students to system and campus resources.  Documentation must be detailed and helpful for back-end analysis.
Course Learning Objectives: 
The learner will be able to invent, organize, compose, revise, edit, and present short and long responses that demonstrate an understanding of purpose, intent, and audience.
The learner will be able to effectively interact with group members while managing time and information.
The learner will be able to locate, evaluate, and synthesize in a responsible manner material from trusted sources and professional and helpful perspective while encouraging persistence.
Module 2: Learning Objectives: 
· Explore the services provided by Distance Minnesota and how to engage customers with basic CRM interactions.
· The staff member will be able to identify partners, show websites, and experience engagements from a customer perspective.
· The staff member will be able to demonstrate the use of a CRM for basic chat interactions; communicating using the standard text library, website content and online FAQ resources, using professionally-typed replies, and articulating clear and direct responses to general student questions
· The staff member will be able to categorize interactions using a specific topic list and formulate main points in a professionally written and branded email to a series of posed student and Veteran related questions.
	LEARNING MATERIALS  
(Do the following activities before completing the assignment)
	ASSIGNMENT 
 (Complete the following assignments.)

	1. Distance Minnesota Professional Development site  
2. Overview: Minnesota State Info Hub  
3. Overview: Support Channels
4. Expectations: Understanding Member College Responsibilities
	1. Create a list of partners; highlighting the target audience of each website, identifying our chat service feature/links
2. Brainstorm 5 questions that you anticipate may be asked based on the website content.  Prepare a list of “audience-specific” questions that you anticipate you may be asked (pretend you are asking a question that your “target audience” would ask) 

	1. Expectations: Standards for Written Communications 
2. Expectations: Standards for Written Communications 
	3. What are some “courtesy” responses that you can incorporate into a conversation to help the conversation be welcoming, inclusive, encouraging, and engaging.   
4. Review the list of “real” questions which have been received and write out a “professional” emailed response to each one using validated online resources and FAQs as reference points.

	5. Incident Handling: Subject line, channel, topic selection, and referrals 
	1. Review the “topics” available for each partner and categorize a list of interactions to the most relevant topic.

	6. Incident Handling: Subject line, channel, topic selection, and referrals
	2. Identify the resource used and how you would code the “referral” 



	ASSIGNMENT
	POINTS

	Discussion practice
	10 PTS

	Quiz 
	10 PTS

	Assignment submission (list of questions)
	35 PTS

	
	

	TOTAL POINTS
	55 POINTS






