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1. Rationale for the Training Programme
(1) Importance
• Improving Organisational Performance: Leading a team of people well is very important for White & Whistle Ltd. Since the company aims to deliver high - quality 24/7 call - center services, team leaders and supervisors are of significant importance in ensuring service standards are reached. Highly motivated teams, with a good culture, can manage customer interactions more professionally, which results in more satisfied customers. On the other hand, this also enables the company to continue to be at the forefront of the outsourcing call - center market.
• Helping employees: The company works in an area of high un - employment and many of the potential employees are often un - skilled and from vulnerable groups. Well - trained team leaders will support and develop their employees more effectively; this is consistent with the company's human - resource innovation and its desire to enhance employee retention. The company's main goals are to reduce recruitment and training costs, which are achieved by retaining employees.
•“Investors in People” Goals: The next level of “Investors in People” standard certification is to develop leaders’ ability in motivating teams and to build a team’s culture, and such a training programme will help with the whole workforce development in the company and the next level of standard certification.
(2) Details
• New Team Leaders and Supervisors of White & Whistle Ltd, including New Business Team Leaders and Customer Relationship Team Leaders. • Trainees
• Trainer: HR Manager (with support from Training Specialists as needed)
• Where: in the training venues of the company (or a conference room of the modern and spacious call - center workplace)
• Date: [To be determined, taking into account business requirements and least disruption to call - center services]
• Budget: To be determined by cost items specified later, to be cost - effective but of high - quality training. The HR Manager will be involved in training both as an organizer and as a trainer, to make sure that the training matches the company's overall human - resource plan.
(3) Learning Theories
• Learning Cycle (Kolb's Experiential Learning Cycle):
◦ Learning Cycle: Kolb: The Kolb's Learning Cycle comprises of four steps namely the Concrete Experience, Reflective Observation, Abstract Conceptalization and the Active Experimentation. Learners experience a situation, reflect on it, create some concepts and then apply the concept in the new situation.
◦ Connecting to the Case: During this training, team leaders will experience a tangible experience (e.g., a role - play of a challenging team - motivation situation) and then engage in reflective observation (e.g., discussing what worked in this simulation and what didn't). Then they will proceed to conceptual thinking, learning models about motivations and team building in a theoretical setting. Finally, and completing the cycle they will get out there and try what was learned out on the teams at work.
• Transformational Leadership Theory:
◦ Introduction to the theory: Transformational leadership is about leading and motivating followers to create something extraordinary. It has four parts: Idealized Influence, Inspirational Motivation, Intellectual Stimulation, Individualized Consideration. A leader acts as role model, inspires with a compelling vision, stimulates and inspires innovation, and cares for each person.
◦ Application to the Case: The team leaders of White & Whistle can apply idealized influence by being a role model of the company's integrity and professionalism when dealing with customers; they can also apply inspirational motivation by telling the team that the company's vision is to have a top - notch outsourcing call - center and inspire the team to provide high - quality service. Intellectual stimulation can include motivating team members to find new ways to serve customers or to enhance their work efficiency. Individualized consideration refers to being aware of the unique needs and growth potential of each team member and taking into account the diversity of the team (e.g., the number of vulnerable workers), offering different support and development.
2. Overall Aim and Objectives
(1) Overall Aim
By improving the capacity of new Team Leaders and Supervisors to drive their teams and establish team culture in White & Whistle Ltd, thereby contributing to improved employee retention and service quality and the attainment of the company's “Investors in People” targets.
(2) Objectives (SMART Format)
• Objective 1: To Motivate Team Members Effectively
◦ Performance: Design and implement at least two motivational strategies for their teams.
◦ Condition: Within 30 days after the training programme.
◦ Basic: After the implementation of the strategy, the satisfaction - score of team - member satisfaction increases by 10% (in the form of a survey after the implementation period) and the customer - service related individual performance scores (e.g., call - handling time, customer - complaint handling rate) all increase by 5%.
• Objective 2: To Build a Strong Team Culture
◦ Execution: Establish and implement a team - culture - construction plan, including team - culture - construction activities, communication standards, reward mechanisms, etc.
◦ Condition: Within 60 days after the training programme.
◦ Standard: The number of team - member conflicts (conflict - reporting system) decreased by 15%, and the team - collaboration score (team - assessment system) increased by 12%.
3. Training Sessions Plan
	Trainees：New Team Leaders and Supervisors (New Business Team Leaders and Customer Relationship Team Leaders)

	Duration：3 hours (2:00 - 5:00, with a 20 - minute break from 3:20 - 3:40)

	Overall Aim: To enhance the ability to motivate teams and build team culture


	Time
	Contents
	Methods
	Resources


	2:00 - 2:30
	 Motivation Theories Application in Call Center Teams - Basic motivation theories (e.g., Maslow's Hierarchy of Needs, Herzberg's Two-Factor Theory) - Application combined with call center team cases - How to address employees' basic needs (e.g., comfortable working environment provided by company) and motivators (e.g., recognition for high-quality customer service)
	Lecture + Group Discussion - Explain theoretical contents - Application exploration in company cases
	 How to apply in the company PPT (theoretical explanations, case studies), Whiteboard, Markers


	2.30-3.00
	Team Building Strategies for Call Center Teams - What works? (Good communication, Setting goals for the team, Recognition, etc.) - What is the strength of your company team culture? - What is the gap? (e.g, supportive team)
	 Case Analysis + Group Collaboration - Take real call center team cases - Teams come up with team building action plans .
	Case Analysis Handbook, Flip Charts, Markers


	3:00 - 3:20
	Break
	
	Coffee, Snacks

	3:20 - 4:00
	Afternoon tea
	
	Dessert cake

	4:20 - 4:40
	Personalized Motivation and Team Culture Plans - Leaders create customized plans based on team characteristics - Templates and sample reference Workshop
	Once leaders have independently created plans
	they share and comment Workshop Templates, Laptop Documents


	4:40 - 5:00
	Q&A - Summary - Open Q&A - Summary by trainer - Synthesize key points - Clarify follow-up implementation - Open Q&A - Summary by trainer - Whiteboard and marker Q&A - Summary - Open Q&A - Summary by trainer
	Synthesize key points - Clarify follow-up implementation - Open Q&A - Summary by trainer
	Whiteboard and marker

	Evaluation：Guided by Kolb's Cycle and Transformational Leadership Theory, the training program satisfied the requirement of increasing call center team leaders’ motivation and team building through practice activities, and the content customization could further be perfected by reinforcing pre-training skills assessment, but on the whole, the company’s goals to obtain human resource and “Investors in People” have a solid foundation.


	Comments：Good participation of all participants and effective theory and practice, the real-time feedback of team members can be added to the end, the grasp of the relevant concepts of the leaders will bring more positive effects to the future performance of the company.



4.Costs
Costs fpr preparation
	Number
	Item
	Costs（RMB)
	Note

	1
	Training expense
	8000
	Includes research, design, and formatting 

	2
	Venue rental fee
	2000
	For room setup and technical checks 


	3
	Dineer
	1400
	Food preparation and costs

	4
	 Printing of Handouts
	260
	For case studies, plan templates, etc.

	5
	Stationery
	110
	Paper and pen

	6
	Print the photo
	240
	Filming costs



Total Preparation Costs  12010 

Costs for Delivery
	Number
	Item
	Costs（RMB)
	Note

	1
	Training expense
	6400
	Includes research, design, and formatting 

	2
	Venue rental fee
	0
	For room setup and technical checks 


	3
	Dineer
	888
	Food preparation and costs

	4
	Transportation cost
	260
	Book a bus

	5
	Stationery
	110
	Paper and pen

	6
	Stationery
	0
	



Total Delivery Costs 7658

(3) Total Costs for the Programme

Total costs = Preparation Costs + Delivery Costs = 12010 + 7658 = 19668 RMB


This programme of training was developed as a comprehensive and practical programme to assist new Team Leaders / Supervisors within White & Whistle Ltd to fulfil the vital role of motivating teams and team culture within the organisation's overall aims in terms of the company's business and human - resource goals.
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