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Abstract. This study aims to review the potential quiz-based microlearning
application for Team Leader Contact Center training. Thus, these findings can be
a reference to design and use microlearning in training programs. This study an-
alyzed the success rate of introduction using quiz-based microlearning to several
learning topics. Participants are given several topics to study and are accompa-
nied by quizzes to measure their level of mastery. There were 62 participants to
use the application. With descriptive analysis method, there were 52 participants
(83.87%) who scored 80 and above, while 10 participants (16.13%) scored below
80. Analysis of the types of material showed that topics with cases analysis is
material with a low level of mastery, only 12 participants (19.35%) were able to
complete all the material correctly. Furthermore, the quiz with calculation was
completed by 22 participants (35.48%). It was concluded that some of the main
advantages of quiz-based microlearning are (a) it allows it to be used in profes-
sional training, (b) it allows repeated learning, and (c) it motivates participants to
try. The design of quiz based microlearning to help students learn in the right
direction through valid knowledge with ethical considerations.

Keywords: Microlearning, Quiz-Based Learning, Training Need Analysis,
Contact Center.

1 Introduction

Team Leader Contact Center as the person in charge of contact center services in a
business organization or company [1]. Team leader is responsible for managing the
customer service team that handles calls, emails, or chats from customers. Team
Leader Contact Center is directly involved in the service process and helps complete
the service [2]. For this reason, the Team Leader Contact Center requires ongoing
training to support their ability to lead service teams. With limited time for the team
leader to leave contact center service operations, efforts are needed to continue to
develop the team leader's capabilities. With various changes in products, procedures
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and conditions, training methods are needed that can meet the changing demands of
customers. In this effort, contact center organizations can choose and implement in-
novative learning methods such as Quiz-Based Microlearning.

Quiz-Based Microlearning offers several benefits that suit the needs of the organi-
zation as well as being the right solution to answer the questions and training prob-
lems needed. Team Leader Contact Center who works in shift 24 hour a day and 7
days a week to provide continuous and responsive customer service over that period
requires flexibility in learning. Quiz-Based Microlearning can provide training that is
interactive, customizable, and accessible to trainees anytime and anywhere [3]. Mi-
crolearning learning strategy is an effective approach to improve students' independ-
ent learning skills [4]. The use of appropriate learning models is necessary for optimal
learning outcomes [5] as well as relevant learning arrangements and teaching strate-
gies to achieve learning outcomes [6].

From a work-based learning perspective, microlearning has been considered as one
of the main topics in talent development [7]. Quiz-Based Microlearning can assist
organizations in providing effective and efficient training. For this reason, stakehold-
ers are responsible for exploring how to design and use microlearning to help learning
in the right direction through valid knowledge with ethical considerations [8]. When
implementing Quiz-Based Microlearning, you can use various types of content, such
as videos, applications, gamification, infographics, and quizzes [9]. To find out which
training needs are appropriate, before implementing Quiz-Based Microlearning, it is
necessary to conduct a Training Need Analysis (TNA).

Before choosing the training to be used, it is necessary to carry out a Training Need
Analysis (TNA) to find out the training needs that suit the needs of the organization
and employees. TNA is the first stage in the training process and involves procedures
for determining that training can address the problems that have been identified [10].
TNA is conducted to identify or solve problemsand to determine that training is the
right solution [11].

In the context of implementing Quiz-Based Microlearning, TNA will serve as a
solid foundation for designing and developing relevant and effective training content.
By analyzing the training needs, organizations can identify the topics that should be
included in the quiz, the appropriate level of difficulty, and the appropriate delivery
style to facilitate an efficient and effective learning process.

In this article, the author will explore the importance of Training Need Analysis
and its stages in implementing Quiz-Based Microlearning for Contact Center Team
Leaders. This review will discuss the relevant stages of TNA, as well as the benefits
and challenges that organizations may face. In addition, it will highlight the role of
technology in facilitating the implementation of Quiz-Based Microlearning.

With a deep understanding of the importance of TNA and the advantages of Quiz-
Based Microlearning, contact center organizations can design and implement effec-
tive training programs, significantly increase employee knowledge and skills to
strengthen competitive capabilities amidst changing and rapidly growing demands.
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2 Method

The approach used in this study is to test the use of the Quiz-Based Microlearning
application in various learning materials needed by Team Leaders. The analysis uses
descriptive statistical analysis based on quantitative data from the results of the in-
troduction of the Quiz-Based Microlearning application. The quantitative method is
an approach to test objective theories by examining the relationships between varia-
bles [12]. In this study, it analyzes the success rate of introduction using Quiz-Based
Microlearning on several learning materials, namely text-based quizzes, pictures,
cases, and calculations. Participants are given several topics to study and each topic
are accompanied by quizzes to measure their level of mastery. There were 62 partici-
pants who attended an introduction to the useof the Quiz-Based Microlearning appli-
cation in Team Leader training materials. With the descriptive analysis method, it is
possible to evaluate the learning topics needed in the training.

3 Results and Discussion

Based on the results of data and information analysis carried out, the Training Need
Analysis (TNA) process in the Quiz-Based Microlearning Implementation for Team
Leader Contact Center is running as it should. As shown in table 1, the results of the
Quiz-Based Microlearning introduction test showed that 52 participants (83.87%)
scored 80 and above, while 10 participants (16.13%) scored below 80.

Table 1. Result of participants in the introduction of Quiz-Based Microlearning

Test Result ~ Number of Participants %

<60 2 3,23%
60 - 69 3 4,84%
70 -79 5 8,06%
80 - 89 27 43,55%
90 - 100 25 40,32%

Analysis of the types of material studied and the quizzes displayed showed that the
topic with the service case analysis was material with a low mastery level, only 12
participants (19.35%) were able to complete all the material correctly. Furthermore,
the calculation material for quality assessment was only completed by 22 participants
(35.48%), while the calculation material for performance measurement was complet-
ed by 35 participants (56.45%). The material regarding service procedures was com-
pleted properly by 47 participants (75.81%) indicating that the delivery of learning
materials regarding procedures was easier than other materials.
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Table 2. Test result of training material topics.

Topic <60 60 80 100 Total %
Service Analysis 7 15 28 12 62 19,35%
Quality Assessment 10 & 22 22 62 35,48%
Performance Measurement 1 6 20 35 62 56,45%
Team Leader Duties 2 10 15 35 62 56,45%
Service Skills 4 3 19 36 62 58,06%
Competency of Team 4 9 9 40 62 64,52%
Leaders
Contact Center Service 5 1 14 42 62 67,74%
Contact Center introduction 1 5 13 43 62 69,35%
Service Procedure 2 1 12 47 62 75,81%

Thus, the Quiz-Based Microlearning method can be a solution to maximize the
training process. By considering its efficiency and effectiveness, a training strategy
with Quiz-Based Microlearning can be chosen as the appropriate method for Team
Leader Contact Center. This strategy has answered the limitations and problems of the
Team Leader Contact Center learning needs. As for the results of the analysis of the
characteristics of the participants in general, it can be concluded that some of the main
advantages of quiz-based microlearning are: (a) with limited time for contact center
Team Leader, quiz-based microlearning allows it to be used in professional training;
(b) with the limitation of the contact center Team Leader to leave the service location,
quiz-based microlearning allows it to be used for repeated learning; And (c) with the
need to obtain actual and relevant service information, quiz-based microlearning can
motivate participants to try.

As a result of TNA being able to identify the needs of the trainees, further adjust-
ments need to be made in the implementation of Quiz-Based Microlearning. The
training program needs to be adapted to the specific needsand characteristics of the
participants. The Contact Center Team Leader training program can be implemented
with training materials including (1) Introduction to Contact Center; (2) Team Leader
Duties; (3) Team Leader Competency; (4) Contact Center Services; (5) Service Skills;
(6) Service Procedures; (7) Performance Measurement; (8) Quality Assessment; and
(9) Service Analysis.

The target participants of the Team Leader Contact Center training program can be
identified and recommended for implementing the Inbound Team Leader, Back Of-
fice Team Leader, Digital Team Leader, and Outbound Team Leader. Training mate-
rials can be structured using the Quiz-Based Microlearning application. Training
modules can be provided in the form of quizzes accompanied by learning video mate-
rial, or in the form of writing, pictures, or illustrations.

These results are in line with the results of research conducted that the Quiz-Based
Microlearning strategy is easy to implement, instructors can engage students in effec-
tive use [13]. The learning impact increased significantly after watching videos with
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quiz questions [14]. The use of scenario-based microlearning strategies as an alterna-
tive approach in teaching and self-learning skills of students [4].

4 Conclusion

Trials of Quiz-Based Microlearning learning strategies on Contact Center Team
Leader training materials through the Training Need Analysis (TNA) process have
been successfully carried out. The TNA process in implementing Quiz-Based Micro-
learning for Contact Center Team Leaders has helped identify training needs, develop
appropriate training programs, and provide solutions to maximize the training process
for Contact Center Team Leaders. Adjustment of the training program based on TNA
results is expected to improve service quality and competence of the Team Leader
Contact Center.

This study contributes significantly in context as a reference in the Implementation
of Quiz-Based Microlearning in business organizations or companies. TNA is an
important foundation in identifying performance gaps, setting appropriate training
objectives, ensuring appropriate participant characteristics, identifying needed re-
sources, evaluating the potential for an effective delivery system, and developing
overall planning. This study has highlighted the implementation of an effective Quiz-
Based Microlearning strategy to improve the competence of the Contact Center Team
Leader so that it can become one of the foundations in developing other practitioners
in the Contact Center organization.

Based on the findings and analysis in this study, the authors recommend further
development or studies to conduct further studies on methodologies and other ap-
proaches that can be effectively integrated into the TNA process for quiz-based mi-
crolearning.
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Open Access This chapter is licensed under the terms of the Creative Commons Attribution-
NonCommercial 4.0 International License (http://creativecommons.org/licenses/by-nc/4.0/),
which permits any noncommercial use, sharing, adaptation, distribution and reproduction in any
medium or format, as long as you give appropriate credit to the original author(s) and the
source, provide a link to the Creative Commons license and indicate if changes were made.

The images or other third party material in this chapter are included in the chapter's
Creative Commons license, unless indicated otherwise in a credit line to the material. If material
is not included in the chapter's Creative Commons license and your intended use is not
permitted by statutory regulation or exceeds the permitted use, you will need to obtain
permission directly from the copyright holder.
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