BULLETIN 2020-104
August 17, 2020
	U.S. Department of Labor

Employment and Training
  Administration

Office of Apprenticeship (OA)
Washington, D.C.  20210
	Distribution:

A-541 Headquarters
A-544 All Field Tech

A-547 SD+RD+SAA+; Lab.Com
	Subject:  New National Standards of Apprenticeship T-Mobile Corporation
Code:  400.1

	Symbols:  DRAP/KAJ
	
	Action:  Immediate

	PURPOSE:  To inform the staff of OA and the State Apprenticeship Agencies (SAA), Registered Apprenticeship program sponsors and other Registered Apprenticeship partners of the approval of new National Standards of Apprenticeship for T-Mobile Corporation.
BACKGROUND:  The OA Administrator approved these new National Standards of Apprenticeship submitted by Ms. Christina Arnone, Senior Program Manager HR, on behalf of T-Mobile Corporation on, August 12, 2020.  The OA National Office of Apprenticeship will service these National Standards of Apprenticeship for the following occupations:
Expert, Customer Care
(Existing Title:  Customer Service Representative)

O*NET-SOC Code:  43-4051.00   

RAPIDS Code:
Trainer

(Existing Title:  Workforce Development Specialist)

O*NET-SOC CODE:  13-1151.00   

RAPIDS CODE:  2042CB  

ACTION:  This bulletin is being provided to OA staff for informational purposes only.  The OA National Office will be responsible for maintenance and technical assistance regarding this program.
If you have any questions please contact Kirk A. Jefferson, Program Analyst at, 202-693-3399.
NOTE:  This bulletin is being sent via electronic mail.  
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WORK PROCESS SCHEDULE

EXPERT, CUSTOMER CARE

(Existing Title:  Customer Service Representative)

O*NET-SOC CODE:  43-4051.00   RAPIDS CODE: 



Description:  An Expert, Customer Care attracts potential customers by answering product and service questions and suggesting information about other products and services.  Opens customer accounts by recording account information.  Maintains customer records by updating account information.  Resolves product, billing and payment related issues with the customer.



The term of the occupation shall be defined by the attainment of all competencies of the position, which would reasonably be expected to occur within one-year to two years of OJL, supplemented by the minimum recommended 144 hours of related instruction per year. 

T-Mobile is focused primarily on investing in apprentice success and the following is the Accelerate My Performance (AMP) management system that will be used to invest in and evaluate those competencies:



		Ratings

		Description



		Consistently Exceeds

		The apprentice is consistently exceeding expectations.  In this case is ready for a new challenge, to build leadership skills, grow in their current role or to learn more about other areas of T-Mobile 



		Consistently Meets

		The apprentice is consistently meeting expectations and occasionally goes above and beyond.



		Does Not Meet

		Clearly and repeatedly does not meet the performance standards established for time in position.  Additional follow-up and specific suggestions for improvement mandatory.







Apprenticeship Competencies: 



The following are the core technical work processes for the apprenticeship. Prior credit will be awarded for experiences previously obtained.



		Item

		Work Processes (Core Competencies)

		Rating at 12-Month

		Complete Date/Initial



		A

		Demonstrate effective customer resolution skills

		 

		 



		B

		Demonstrates proactive account management

		 

		 



		C

		Delivers customer education 

		 

		 



		D

		Determines and resolves root causes to customer concerns and inquiries

		 

		 



		E

		Identifies appropriate revenue and service enhancement opportunities 

		 

		 



		F

		Explores customer needs to develop loyal and profitable customers 

		 

		 



		G

		Make payment arrangements and other collections activities when appropriate 

		 

		 



		H

		Demonstrates world-class skills in courtesy, concern, timely resolution and relationship building

		 

		 



		I

		Demonstrates knowledge of the processes and products in their assigned line of business

		 

		 







One or more of the following are optional work processes that may be required of the apprentice based on their assigned role. 



		Item

		Work Processes (As Assigned Competencies)

		Rating at 12-Month

		Complete Date/Initial



		A

		Demonstrate proactive identification of issues

		 

		 



		B

		Handles inbound calls for large business customers

		 

		 



		C

		Handles offline interactions for large enterprise customers

		 

		 



		D

		Resolve customer inquiries primarily via the Messaging platform

		 

		 



		E

		Interact with customers via the phone and other written channels for T-Mobile customers and third party partners

		 

		 



		F

		Possess strong written and interpersonal skills

		 

		 



		G

		Create and file trouble tickets accordingly in collaboration with our Engineering team

		 

		 



		H

		Follow up to ensure resolution

		 

		 



		I

		Support the account billing and reporting needs

		 

		 



		J

		Adapt to the individual needs of their assigned customer base

		 

		 



		K

		Provide proactively business solutions to increase the overall health of the account

		 

		 



		L

		Serve as a vital member of the business customer support team

		 

		 



		M

		Support the day to day needs of our largest revenue-generating business

		 

		 



		N

		Maintain strong relations with cross-functional teams to drive solutions

		 

		 



		O

		Service all Government accounts in accordance with contractual obligations

		 

		 



		P

		Deliver customer solutions

		 

		 



		Q

		Increase loyalty within their assigned customer base

		 

		 



		R

		Perform a wide array of both offline and inbound job responsibilities driven by the individual needs of their customer base.

		 

		 



		S

		Respond to customer inquiries

		 

		 



		T

		Resolve customer escalations

		 

		 



		U

		Drive initiatives across Team of Experts (TEX) and T-Mobile

		 

		 



		V

		Foster a fierce passion for T-Mobile's brand

		 

		 



		W 

		Utilize boundless approach to resolution within the communities they serve

		 

		 



		X

		Unleash the community to own the prevention of unnecessary complex customer handoffs

		 

		 



		Y

		Facilitate "Famous for Care" relationship-building and knowledge-sharing with other TEX communities, site leaders, and other T-Mobile lines of business

		 

		 







The above on-the-job-learning (OJL) work process competencies are intended as a guide.  It need not be followed in any particular sequence, and it is understood that some adjustments may be necessary in the hours allotted for different work experience.  In all cases, the apprentice is to receive sufficient experience to make them fully competent and use good workmanship in all work processes, which are a part of the occupation.  In addition, the apprentice shall be fully instructed in safety and OSHA (Occupational Safety and Health Administration) requirements of the workplace.




RELATED INSTRUCTION OUTLINE

EXPERT, CUSTOMER CARE

(Existing Title:  Customer Service Representative)

O*NET-SOC CODE:  43-4051.00   RAPIDS CODE: 



		COURSE TOPICS (CORE)

		HOURS



		T-Mobile Onboarding and Continuous Development

		10



		Foundational Skills

		32



		A Customer is Born 

		2



		Verification 

		17



		Billing 

		35



		Payment Arrangements 

		16



		Rate Plans, Services & Features 

		24



		Retention

		18



		Revenue 

		11



		Device Programs 

		16



		Warranty Exchanges 

		14



		Supporting Reseller Requests 

		10



		Total RI

		205







The delivery of related instruction will be determined by the employer-sponsor, which may be in-house, through an employer-selected training provider, or through college-level offered courses.  Prior credit will be awarded for coursework and experiences previously obtained.



COURSE TOPIC DESCRIPTIONS:



T-Mobile Onboarding and Continuous Development:  (10 hours)

· Getting to know TEX – Meeting with your coach & Manager

· Getting to know TEX – Senior Expert Mentoring

· Getting to Know TEX Transition Expectations

· Be the Force

· Understanding the TEX Branding

· Getting to know your TEX Market

· Diversity & Inclusion 

· Training Experience Activities 

· Initial New Hire paperwork

· HR Courses

· Flex Time (instructor topic review)

Foundational Skills: (32 Hours)

· Introduction to Metrics

· Introduction to Systems & Tools, resources

· Understanding Business Customer Segments

· Understanding the In-Store Experience

· The Account Hub

· Call Quality Basics

· Path to Resolution

A Customer is Born:  (2 hours)

· The overall customer experience journey

· Customer effort

· Journey to resolution

Verification:  (17 hours)

· TFB Verification expectations

· Steps to verify the account correctly

· Understanding PINs & Passcodes

· SIM cards & Fraud 

Billing:  (35 hours)

· Billing Methods

· Discounts & Credits

· Billed Charges & Recalculation process

· Understanding the Billing systems (Samson, Atlas, etc.)

· Bill Recalculations

· Understanding Bill Cycles

· Credits, Adjustments & Negotiation Skills

· Troubleshooting Promotions

· High Balance Accounts

Payment Arrangements:  (16 hours)

· Payments

· Payment Arrangements

· Additional information about Credits & Adjustments

· Account suspension statuses

Rate Plans, Services & Features:  (24 hours)

· Rate Plans

· Features

· Promotions

· Billing for Rate Plans

· Specific types of offers (e.g., - Smarshed, Roambee, T-Mobile Tuesday)

· Business Rate Plans




Retention:  (18 hours)

· De-escalating situations/ Escalation Handling

· Retention offers

· Saving Customers

· Difficult customer scenarios

Revenue:  (11 hours)

· Art of Creating Value (Understanding products and services)

· Positioning of products and services (Family Mode & T-Mobile Money) 

Device Programs:  (16 hours)

· T-Mobile’s product Line – devices

· Troubleshooting

· Device Set-up

· Upgrades

· Value Added Services

Warranty Exchanges:  (14 hours)

· Warranty exchanges

· Insurance Claims

· Troubleshooting warranties

· Insurance versus Upgrades

Supporting Reseller Requests:  (10 hours)

· Introduction to Indirect 

· Supporting Reseller Requests

· Grand Central Account Checks

One of more of the following are optional course topics that may be required to be taken by the apprentice based on their assigned role. 


As Assigned Line of Business (LOB) Specific Modules/Lessons

T-Mobile for Business (TFB) Team of Experts (TEX) Micro & TFB TEX Non-Market Assigned (NMA)

· Understanding Reseller Requests

· Troubleshooting for AM (TECH to Complete the TECH TEX MODULE in THRIVE)

· Business Direct & Retail Support for TEX



Note:  TFB TEX & TEX NMA share 95% of the content.  They have separate paths because some of the individual lessons wording and objectives are slightly changed to reflect that NMA is non-market assigned.




TFB Micro TECH TEX New Hire Street to Seat:

· Additional time to review P&L

· Advanced Troubleshooting

· Troubleshooting Internet of Things 

· Grand Central Lab

TFB Small/Large TEX New Hire Street to Seat:

· Troubleshooting for AM (TECH to Complete the TECH TEX MODULE in THRIVE)

· Business Direct & Retail Support for TEX

· Business Offline Training

· Business Reporting
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WORK PROCESS SCHEDULE

TRAINER

(Existing Title:  Workforce Development Specialist)

O*NET-SOC CODE:  13-1151.00   RAPIDS CODE:  2042CB



Description:  A Trainer educates and develops employees in knowledge of products, features, services, policies and procedures, multi-system navigation, and T-Mobile culture.  They are responsible for delivering new hire and continuing education curriculum to our employees and assumes the role of facilitator, coach and supervisor.



The term of the occupation shall be defined by the attainment of all competencies of the position, which would reasonably be expected to occur within one year to two years of OJL, supplemented by the minimum recommended 144 hours of related instruction per year. 

T-Mobile is focused primarily on investing in employee success and the following is the Accelerate My Performance (AMP) performance management system that will be used to invest in and evaluate those competencies:



		Rating

		Description



		Consistently Exceeds

		The apprentice is consistently exceeding expectations.  In this case is ready for a new challenge, to build leadership skills, grow in their current role or to learn more about other areas of T-Mobile 



		Consistently Meets

		The apprentice is consistently meeting expectations and occasionally goes above and beyond.



		Does Not Meet

		Clearly and repeatedly does not meet the performance standards established for time in position.  Additional follow-up and specific suggestions for improvement mandatory.







Apprenticeship Competencies 



The following are the core technical work processes for the apprenticeship.  Prior credit will be awarded for experiences previously obtained.



		Item

		Work Processes (Core Competencies)

		Rating at 12-Month

		Complete Date/Initial



		A

		Conduct new hire and continuing education curriculum to front line apprentices.

		 

		 



		B

		Perform the role of a classroom facilitator, coach and supervisor. 

		 

		 



		C

		Educate and develop apprentices in customer service and sales, knowledge of products, features, services, policies and procedures, multi-system navigation, and T-Mobile culture

		 

		 



		D

		Obtain, organize, or develop training procedure manuals, guides, or course materials, such as handouts or visual materials

		 

		 



		E

		Attend meetings or seminars to obtain information for use in training programs or to inform management of training program status.

		 

		 



		F

		Monitor, evaluate, or record training activities or program effectiveness.

		 

		 



		G

		Perform proficiently in Office suite software, Electronic mail software, Customer relationship management CRM software, Desktop publishing software

		 

		 



		H

		Utilize knowledge of principles and methods for teaching and instruction for individuals and groups, and the measurement of training effects.

		 

		 



		I

		Utilize knowledge of principles and processes for providing customer and personal services. This includes customer needs assessment, meeting quality standards for services, and evaluation of customer satisfaction

		 

		 



		J

		Identify and demonstrate understanding of why individuals react as they do.

		 

		 



		K

		Communicate information and ideas in speaking so others will understand. Listen to and understand information and ideas presented through spoken words and sentences.

		 

		 



		L

		Identify the educational needs of others, develop formal educational or training programs or classes, and teach or instruct others.  

		 

		 



		M

		Provide information to supervisors, co-workers, and subordinates by telephone, in written form, e-mail, or in person.

		 

		 



		N

		Update technical knowledge on T-Mobile plan and device offerings and apply new knowledge to your job

		 

		 



		O

		Interpret the meaning of information for others by translating or explaining what information means and how it can be used.  Answer questions, educate to call handling guidelines and role model behaviors that align with T-Mobile customer service expectations and culture

		 

		 



		P

		Read and understand information and ideas presented in writing. Communicate information and ideas in writing so others will understand.

		 

		 



		Q

		Apply general rules to specific problems to produce answers that make sense.

		 

		 



		R

		Establish and maintain reciprocal relationships across local teams

		 

		 



		S

		Coach and develop others for the long term

		 

		 



		T

		Delegate and hold others accountable for results

		 

		 



		U

		Create impact through personal confidence, expertise and influence

		 

		 







The above on-the-job-learning (OJL) work process competencies are intended as a guide.  It need not be followed in any particular sequence, and it is understood that some adjustments may be necessary in the hours allotted for different work experience.  In all cases, the apprentice is to receive sufficient experience to make them fully competent and use good workmanship in all work processes, which are a part of the occupation.  In addition, the apprentice shall be fully instructed in safety and OSHA (Occupational Safety and Health Administration) requirements of the workplace.




RELATED INSTRUCTION OUTLINE

TRAINER

(Existing Title:  Workforce Development Specialist)

O*NET-SOC CODE:  13-1151.00   RAPIDS CODE:  2042CB





		COURSE TOPIC (CORE)

		HOURS



		T-Mobile Onboarding and Continuous Development

		10



		Foundational Skills

		32



		A Customer is Born 

		2



		Verification 

		17



		Billing 

		35



		Payment Arrangements 

		16



		Rate Plans, Services & Features 

		24



		Retention

		18



		Revenue 

		11



		Device Programs 

		16



		Warranty Exchanges 

		14



		Supporting Reseller Requests 

		10



		Facilitator Development Course

		25



		Technical Foundations for Facilitators 

		12



		Lab Facilitation Series

		12



		Instructors as Leaders

		10



		Total RI

		264







The delivery of related instruction will be determined by the employer-sponsor, which may be in-house, through an employer-selected training provider, or through college-level offered courses.  Prior credit will be awarded for coursework and experiences previously obtained.



COURSE TOPIC DESCRIPTIONS:



T-Mobile Onboarding and Continuous Development:  (10 hours)

· Getting to know Team of Experts (TEX) – Meeting with your coach & Manager

· Getting to know TEX – Senior Expert Mentoring

· Getting to Know TEX Transition Expectations

· Be the Force

· Understanding the TEX Branding

· Getting to know your TEX Market

· Diversity & Inclusion




 

· Training Experience Activities 

· Initial New Hire paperwork

· HR Courses

· Flex Time (instructor topic review)

Foundational Skills:  (32 Hours)

· Introduction to Metrics

· Introduction to Systems & Tools, resources

· Understanding Business Customer Segments

· Understanding the In-Store Experience

· The Account Hub

· Call Quality Basics

· Path to Resolution

A Customer is Born:  (2 hours)

· The overall customer experience journey

· Customer effort

· Journey to resolution

Verification:  (17 hours)

· TFB Verification expectations

· Steps to verify the account correctly

· Understanding PINs & Passcodes

· SIM cards & Fraud 

Billing:  (35 hours)

· Billing Methods

· Discounts & Credits

· Billed Charges & Recalculation process

· Understanding the Billing systems (Samson, Atlas, etc.)

· Bill Recalculations

· Understanding Bill Cycles

· Credits, Adjustments & Negotiation Skills

· Troubleshooting Promotions

· High Balance Accounts

Payment Arrangements:  (16 hours)

· Payments

· Payment Arrangements

· Additional information about Credits & Adjustments

· Account suspension statuses




Rate Plans, Services & Features:  (24 hours)

· Rate Plans

· Features

· Promotions

· Billing for Rate Plans

· Specific types of offers (e.g., - Smarshed, Roambee, T-Mobile Tuesday)

· Business Rate Plans

Retention:  (18 hours)

· De-escalating situations / Escalation Handling

· Retention offers

· Saving Customers

· Difficult customer scenarios

Revenue:  (11 hours)

· Art of Creating Value (Understanding products and services)

· Positioning of products and services (Family Mode & T-Mobile Money) 

Device Programs:  (16 hours)

· T-Mobile’s product Line – devices

· Troubleshooting

· Device Set-up

· Upgrades

· Value Added Services

Warranty Exchanges:  (14 hours)

· Warranty exchanges

· Insurance Claims

· Troubleshooting warranties

· Insurance versus Upgrades

Supporting Reseller Requests:  (10 hours)

· Introduction to Indirect 

· Supporting Reseller Requests

· Grand Central Account Checks

Facilitator Development Course:  (25 hours)

· Identify learning styles in classroom and different delivery skills

· Model the skills required for the delivery approach, including the fluency learning process needed to successfully lead any new hire curriculum

· Guide and influence learners using relevant briefings and help them take ownership of the learning.




Technical Foundations for Facilitators:  (12 hour)

· Foundational information for the technologies key to the trainer job function

· Facilitator role and responsibility

· Thrive training

· T-Mobile Learning Management System training

· Kronos Training

Lab Facilitation Series:  (12 hours)

· Lab preparation

· Facilitation

· Coaching in the lab

· Lab to production transition support

· Lab success criteria

· Lab operations

Instructors as Leaders:  (10 hours)

· Management Essentials

· Handling Escalations

· Employee Lifecycle Management

· Classroom Management
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