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CIPD

You should:

« Start by thinking about what the basic
training programme includes:

knowledge of Jemijo’s insurance products

and systems

how to communicate with customers and
how to understand their needs

empathy
regulatory requirements

« Explain why it is beneficial for new starters
to learn about the above.

+ Explain why it is beneficial for Jemijo that
new starters to learn about the above.
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Question 22

All new starters in the
call centre at Jemijo
undertake the basic
training programme.
Describe different types
of learning needs that
might arise once the basic
training is complete and
describe why they might
arise. (AC 6.2)

CIPD

« Describe why they arise - many reasons:

o gaps in current skillsets against
performance requirements
(underperformance)

o gaps in current performance requirements
and evolving or future performance
requirements (future development needs)

o external factors, for example government
intervention or changes in legislation

o changes to organisational strategy,
processes, products or services

o maintenance, updating or development of
employee skills or knowledge

o professional development requirements

o responding to individual aspirations and
talents.

+ Decide which to write about.
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Question 23

Provide a brief summary of
how face-to-face training
can be used to develop
managers at Jemijo, and
briefly summarise how
blended learning,
facilitation, coaching, and
mentoring could also be
used to develop
management skills. (AC 6.3)

CIPD

You should:

» Check face-to-face training, blended
learning, facilitation, coaching, and
mentoring all covered.

» The absence of one means the AC is
not addressed.

* Remember to summarise how these
methods can be used to develop
management skills at Jemijo.
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You could consider:

« Time/location flexibility
« Delivery method

* Inclusive language

+ Accessible materials

» Respectful environment

* What other ideas do you have?

CIPD
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Question 25

Discuss a range of
metrics that could be
used to evaluate the
effectiveness of the
basic training for call
centre staff at Jemijo.
(AC 6.5)

CIPD

Ideas for metrics from different stages
in models of evaluation.

Include a range of metrics.
o Return on investment
o Time to competence
o Learner satisfaction
o What else?

The CIPD’s Learning evaluation,
impact and transfer factsheet.

Discuss reasons for and against their
use in this context.




