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By using a mouse to click on the
Zune buttons or menu options on the
model, the screen activity and anima-
tion sequences mimicked the real Zune
so much that when an actual Zune
device was held up parallel to the Zune
simulation, the timing of the actions
was even synchronized. Intrepid pro-
grammed songs, photos, and videos
into the model so that users would
be able to interact with their desktop
model in the same way they would
with a device.

The model was also built using
technology that can be easily updated—
a critical element because Microsoft
continually adds to and improves
the functionality of the Zune device
through firmware updates pushed out
via connection of a user’s Zune to
his computer.

The simulation was placed on the
Microsoft learning management sys-
tem, and each call center representative
downloaded it to his own desktop. Now,
when a customer calls to ask a ques-
tion about the menu functions on the
device, agents simply click on the simu-
lation and walk the customer through
the explanation while they perform the
steps on the model.

Intrepid also worked in close
partnership with the Zune Support
training team in the modularization
process of the curriculum, providing
consultative advice in creating a
coherent curriculum strategy containing
plug-in/plug-out learning objects.
Intrepid also provided experienced
technical instructional designers to
assist in drafting new training content
for the modular curriculum.

Additionally, Intrepid worked
closely with the Zune team to estab-
lish the requirements for an e-learning
wrapper that could be used to provide
consistent navigation throughout the
technology-enabled learning being
provided and would be easily uploaded
and downloaded from the LMS so that
modifications and changes could be
quickly incorporated.

There is no “final” curriculum in
Zune, but with the help of Intrepid,
there is a clear and connected learning
strategy for customer service agents
using modular training components
that are easy to change, add to,
or combine with other units. An
interactive building-block combination
of instructor-led training, tool-based
training with PCs, job aids, e-learning,
one-to-one coaching modules, and use
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of the Zune simulation are mixed and
molded for specific uses, depending on
the experience and knowledge needs of
each agent.
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