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Train-Al

A BIG DECISIONS PRODUCT

Executive Summary

In contact centres and sales organisations, learning
often happens live - with real customers, real stakes,
and real consequences. Every mistake on the job costs
credibility, revenue, or morale.

Yet research shows that humans learn best when they
can experiment safely, receive instant feedback, and
repeat until mastery.

BDS’s Train-Al embodies this principle: a controlled,
Al-driven simulation environment where agents practice
real-world conversations, receive immediate, actionable
feedback, and build confidence before ever speaking to
a customer.

“Without feedback, no amount of practice
leads to improvement.”— Anders Ericsson

Train Al turns practice into performance - replacing
anxiety with confidence, repetition with refinement, and
cost with measurable ROI.
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1.The Cost
of Learning
Under Fire

Most organisations expect employees to learn on the
job. Agents shadow colleagues for a few hours, role
play amongst themselves, memorise scripts, and are
placed on live calls. Every error becomes public - to
customers, supervisors, and dashboards.

We're asking people to learn in combat instead of a
safe training ground.

Agents deserve a risk-free learning environment
where they can fail safely, reflect quickly, and improve
continuously. That’s what Train-Al provides.

The foundation of mastery lies in what psychologist Anders Ericsson

2 . T h e S C i e n C e Of defined as deliberate practice: structured, effortful repetition with
S ki | | AC q u i S i-ti O n immediate, specific feedback.

Every skill - from playing the violin to handling objections on a sales
call - follows the same neural rule: repetition strengthens synaptic
pathways only when feedback corrects the error before memory
consolidates.

Deliberate Practice & Timing, Frequency, and Specificity of Feedback
Feedback Loops

A growing body of research confirms that immediate feedback
Deliberate practice emphasises accelerates learning:

focused goals, tight feedback loops,
and repeated attempts at the edge of

| Learners who receive feedback right after each attempt retain
one’s competence.

more and improve faster.

In conversational work. that means | Delayed or vague feedback limits long-term learning.

practicing objection handling, Effective feedback is specific, actionable and tied to explicit

goals (e.g., “acknowledge the customer’s challenges before
proposing a solution”).

empathy sequencing, and compliance

checkpoints — with correction arriving
immediately after each attempt.
Without this loop, practice simply
reinforces bad habits.

As PubMed and PMC studies show (2716557, 7334720, 8696276), the
timing and clarity of feedback are what separate fast learners
from frustrated ones.
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Simulation and Experiential Learning

Simulation-based learning decouples risk from
repetition.

Aviation, medicine, and defence rely on simulation to
let trainees make high-pressure decisions safely and
repeatedly. In call centres, simulation training has
been proven to outperform role-playing in both
accuracy and speed of real calls.

(ResearchGate: “The Impact of Simulation Training on
Call Center Agent Performance,” 2011)

Train-Al brings this model to human conversation — a

flight simulator for speech, empathy, and persuasion.

3. Evidence from

Contact Centres and

Simulation Training

Field studies with call centre employees show that

Retention, Transfer, and Spaced Practice

Mastery isn’t only about speed; it's about durability.
Skills persist when practiced with spaced repetition
and desirable difficulty — tasks that are challenging
but achievable.

Train-Al personalises scenario difficulty and revisits
prior weaknesses over time, ensuring that
improvements are retained and transferred to live
calls.

simulation-trained agents handle customer interactions with

higher accuracy and faster resolution than those trained

through classroom or role-play methods.

Industry deployments of Al-driven simulators report:

40% | 32%

Reductionin
onboarding time

Across all cases, simulation yields faster learning, more

confident, more consistent communicators.

1 (Train-Al, 2025)
2 (Contact Center Pipeline, 2024)

Higher QA scores in
healthcare and insurance
contact centres

40-70%

Faster “speed to
proficiency” 2



4. Introducing Train-Al: Talk vs. Listening
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Train-Al is not e-learning —it’s hands- on
simulation with built-in reflection and scoring.

Traditional Training Train Al Training

One-time classroom or video Continuous, scenario-based practice

Feedback delayed by hours or days  Real-time Al feedback within seconds

Fear of failure in front of peers Private, psychologically safe environment

One curriculum fits all Adaptive difficulty personalized to each learner

High coaching cost Scalable Al-driven feedback
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5. Metrics of Success

and Business Impact

Every metric points toward the same outcome: faster learning,
better calls, happier agents, happier customers. Industry
deployments of Al-driven simulators report:

KP! Traditional Baseline Post-Train Al Benchmark
Onboarding 12-16 weeks  5-8 weeks
sl lEh 70% 85%

oo Plience  T8% 91%

Monthly 10 hrs/agent 6 hrs/agent

Coaching Hours

Agent Retention 6 80/0 840/0

(12 mo)

These are not theoretical numbers — they come from organisations that have
implemented simulation-first learning ecosystems.

IRREEE R L Implementation:

From Pilot to Scale in less
than a month

1. Baseline Phase: Setup coach/admin access and upload scripts,
product information and specific campaign or customer resolution
information (week 1)

2. Testing phase: coaches or experienced agents test the system and
adjust settings (week 2)

3. Roll out: to new agents or experienced agents with a new campaign
(weeks 3 to 4)

4. Review: ongoing performance feedback and intervention with agents

where required (from week 5)

5. Prove: ROl through reduced onboarding time and improved success on
Measurable ROI. in 60 days the job (from week 6 to 9)
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. Risk Mitigation
and Al Ethics

Train Al aligns with EU Al Act “limited risk” requirements:

Transparency

Agents know they’re
training with Al.

Fairness

Explainability

Feedback calibrated to
human QA benchmarks.

Feedback traceable to

observable behaviours.

Compliant

Compliant and secure

data storage and deletion

schedule

8. From Training
to Transformation

When learning becomes continuous, safe, and
measurable, performance accelerates - and
culture shifts. Agents stop fearing mistakes and
start seeking mastery. Managers stop chasing KPIs

and start coaching behaviours.

Train Al doesn’t replace human coaching. It’s the
connection between human potential and machine

precision.

Privacy

Sessions anonymized and

compliant with GDPR.
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10. See the benefit
your organisation’

If your organization employs hundreds or thousands o
phone-based agents, the questionisn’t o0 modernize
training — it’'s how fast.

L)

S e
Request a 30-minute demo ofilrain-Al and experience how
simulated practice can shorten your time-to-excellence.




