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TARGETED LEARNING IN 
A SAFE ENVIRONMENT
Use innovation to drive performance and 
speed-to-proficiency.  

The combination of service-based training principles and technology-driven solutions makes Simulated 
Learning an essential tool for Afni’s employees and clients. 

The Opportunity
In 2015, Afni leaders were looking at creative ideas for improving new-agent training and putting employees 
in the best possible position to succeed. At the same time, a telecommunications partner was interested in 
Afni’s recommendations for advancing customer-service response efficiency. The result was a customized 
Simulated Learning program that continues to drive performance excellence for Afni’s valued partners. 

The Solution
The initial design for Afni’s Simulated Learning 
program was based on a few simple but important 
principles:

• Improving agent speed-to-proficiency

• Ensuring all training tools were closely
matched to what was used in the
customer contact environment
call-center facilities

• Utilizing role-playing scenarios
based on the most common
customer concerns and
resolutions

• Coaching based on scoring of
trainee role-playing recordings



Those key concepts were expanded into a 
blended-learning curriculum focused on 
account alignment, behavior and skill 
building, culture, industry best practices, 
and customer interaction. 

Part one of the Simulated Learning program 
included 70 hours of classroom time with 
an emphasis on foundational skills. The 
next seven weeks were client-directed 
training sessions to teach all aspects of 
their organization’s specific products and 
services. The final phase was a seven-week 
combination of client programming and 
Afni programming, with significant 
simulated call time—up to 85 percent by 
week four. 

Real Results
The impact of Afni’s Simulated Learning model was immediate, both for Afni and the telecommunications 
partner who agreed to the pilot program. After six waves of classes the graduation rate improved by 16 
points, average call-handling times improved by 57 seconds, and customer satisfaction scores improved by 
four points. 

Today, Afni still focuses on those initial foundational pieces, but with an eye toward the latest technology. 
The development team is working on solutions that will automatically evaluate and score all calls and 
simulated scenarios, giving coaches more time to work with program participants. Additional plans call for 
using sophisticated bots to play the role of customer so that learners can focus more time on the agent 
side of role-playing simulations. 

“We’re only a few years into this targeted-learning journey, but the results are undeniable,” Kreie says. “I’m 
extremely proud of what we’ve accomplished in such a short amount of time. Our new-hires are learning 
valuable skills and gaining confidence at a swift pace, but in a completely safe environment. As a result, 
performance has skyrocketed and attrition has decreased significantly. Our team is just getting started, 
and I can’t wait to see where we go from here!”
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About Afni
Afni provides customer engagement solutions at each step in the customer journey. Our performance, consultative approach, and industry 
expertise have earned the trust and partnership of many of the world’s leading brands. We’re a mid-sized Business Process Outsourcing (BPO) with 
the ability to scale to your needs, plus the flexibility to deliver real results quickly. Customer growth, care and retention, consumer collection, 
insurance subrogation, and more. Start a conversation with us to learn more.

“Those were serious improvements that led to reduced costs and measurable upgrades in 
efficiency for our client,” says Ken Kreie, Afni’s Senior Director of Talent and Development. 
“After those early successes, we were off and running.”


