PORTFOLIO CASE STUDY | INSTRUCTIONAL DESIGN

L.E.A.P. Framework

Job Aid Redesign: From Initial Concept to Al-Enhanced

Enterprise Performance Support Solution

BEFORE AFTER — AI-ENHANCED

L.EE.AP.

A SIMPLE FRAMEWORK FOR DE-ESCALATING
CUSTOMER CONCERNS

Listen ¢ Empathize ¢ Apologize ¢ Perform

Our customers are at the heart of our business. Use the L.E.A.P. framework
to turn a negative experience into a positive one.

Listen to the customer. ¥
1y LISTEN WHAT TO SAY o
J Listen to understand I.—Q‘ Identify the problem to the customer. 4 o
an you help me
S ; Listen actively without interrupting understand what
Qf TakeNotes ’? Restatetheilssus z ° happened?”

LEAP.

Our customer's happiness is what keeps us in business. Being able
to quickly diffuse an irate customer is an essential skill that all
customer service advocates should be familiar with. Follow these
steps to LEAP into exceptional customer service.

@ Clarify the issue by asking questions
@ Take concise notes “Just so I'm clear,
@ Restate the concern to ensure accuracy you're saying...”

Empathize with the customer.

Be sincere & use their name @ Give your full attention ~ STEP EMPATHIZE WHAT TO SAY Q
throughout the conversation with the customer.

\ . “| understand why that
Connect with them and -O SUU—— ' A\ @ Acknowledge the customer’s i would be .

% ¢

build rapport
* 'o,. @ Use empathetic language
“Thank you for bringing

this to our attention.”

@ Maintain a calm and attentive tone

@ Reinforce your commitment to help

Apologize for the negative

Srperience: APOLOGIZE
8 recoonize why the B 0% hatyon nderstand STEP 4 WHAT TO SAY Q
customer is upset the customer’s Issues for the experience.
“I'm sorry you had to
8 Accept responsibility for Apologize for the 3 @ Take ownership of the experience o through this.”
ooty inconvenience

Validate the customer’s concerns

o
@ Deliver a sincere apology “I'll do everything | can
@ Reassure the customer that action to make this right.”
will be taken
Perform. Do your job!

PERFORM WHAT TO SAY D

Investigate the customer's Propose a solution and :
lesue @ cover o the customer STEP to resolve the issue. N e
Ask if they th 4 @ Investigate the root cause to do to fix this.”
Identify the actual problem & sk if they they are
%

satisfied with the solution @ Offer aclear solution and next steps. “Is there anything else

@ Confirm the solution meets their needs I can help you with?”
M@  Deliver a final thank you for their feedback @ Document the interaction “Thank you for giving us
o

Thank the customer for their feedback the opportunity to help.”

Questions? Refer to the customer support manual at abc.techsupport.com for further

y Need more help? Scan for quick access to VOUR
details or contact your customer support manager, Meshayla Kemp at shaylynnette@gmail.com | Visit the Customer Support Portal or contact your " COMPANY

Customer Support Manager for assistance.

Original proof of concept Enterprise-ready performance support tool

Meshayla Kemp | Instructional Designer & Performance Consultant | Kemp Advisory Group, LLC

Tools: Canva * Venngage « ChatGPT Al « Instructional Design Strategy ¢ Performance Consulting



PROJECT OVERVIEW

From Initial Concept to Al-Enhanced
Performance Support Solution

This portfolio case study documents the complete redesign journey of the L.E.A.P. customer service job aid —
from an early-stage visual prototype to a polished, Al-enhanced enterprise performance support tool. It
demonstrates how instructional design strategy, visual communication principles, and Al-assisted workflows can
transform a foundational resource into a high-impact, scalable solution.

Project Type Tools Used Deliverable

Job Aid Redesign Canva * Venngage Enterprise Customer
Performance Support ChatGPT Al Service Performance
Al-Integrated Workflow ID Frameworks Job Aid

PHASE 1: INITIAL DESIGN — PROOF OF CONCEPT

The original version served as a foundational proof of concept introducing the L.E.A.P. framework. A
performance-focused analysis then identified clear opportunities for improvement across visual design,

instructional clarity, and enterprise alignment.

What the Original Accomplished Gaps Identified in Analysis

O Introduced the L.E.A.P. framework O Limited visual hierarchy & clutter

O Supported customer service training O Cognitive overload from dense layout
O Provided a visual quick-reference O Minimal coaching language

0 Reinforced de-escalation best practices [ONo actionable behavioral reinforcement

[ONot enterprise-grade aesthetic



SIDE-BY-SIDE DESIGN COMPARISON

Before & After: Visual Design Transformation

ORIGINAL VERSION

AI-ENHANCED REDESIGN

LEAP.

Our customer's happiness is what keeps us in business. Being able
to quickly diffuse an irate customer is an essential skill that all
customer service advocates should be familiar with. Follow these
steps to LEAP into exceptional customer service.

Listen to the customer. [
é J Listen to understand L_lq Identify the problem
CLI' Take Notes @ Restate the issue

Empathize with the customer.

MY Be sincere & use their name @ Give your full attention
throughout the conversation

A% Connect with them and

bud rapport ©Q  stte your senvce goa

Apologize for the negative
experience.

e Recognize why the

Q Show that you understand
customer is upset

the customer’s issues

®.  Accept responsibility for e Apologize for the
=
the issue inconvenience

Perform. Do your job!

R Investigate the customer's Propose a solution and
Q issue @ deliver to the customer

Ask if they they are

sl
~@: Identify the actual problem &u satisfied with the solution

M@ Deliver a final thank you for their feedback

Questions? Refer to the customer support manual at abe.techsupport.com for further
details or contact your customer support manager, Meshayla Kemp at shaylynnette@gmail.com
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L.E.A.P.

A SIMPLE FRAMEWORK FOR DE-ESCALATING
CUSTOMER CONCERNS
Listen ¢ Empathize « Apologize ¢ Perform

Our customers are at the heart of our business. Use the L.E.A.P. framework
to turn a negative experience into a positive one.

LISTEN

SIER to the customer.

@ Listen actively without interrupting

—
N\
34

@ Clarify the issue by asking questions
@ Take concise notes

@ Restate the concern to ensure accuracy

WHAT TO SAY Q

“Can you help me
understand what
happened?”

“Just so I'm clear,
you're saying...”

WHAT TO SAY Q

“I understand why that

STER . with the customer.
2 ' A\ @ Acknowledge the customer's i
'o,“ @ Use empathetic language
@ Maintain a calm and attentive tone
@ Reinforce your commitment to help

APOLOGIZE

for the experience.

@ Take ownership of the experience
@ Validate the customer’s concerns
@ Deliver a sincere apology
(4

Reassure the customer that action
will be taken

PERFORM

toresolve the issue.

@ Investigate the root cause

@ Offer a clear solution and next steps
@ Confirm the solution meets their needs
@ Document the interaction

@ Thank the customer for their feedback

Need more help?

would be

“Thank you for bringing
this to our attention.”

WHAT TO SAY Q

“I'm sorry you had to
go through this.”

“I'll do everything | can
to make this right.”

WHAT TO SAY Q

“Here's what I'm going
to do to fix this.”

“Is there anything else

1 can help you with?"
“Thank you for giving us
the opportunity to help.”

[OfsH Scan for quick access to

i IR
Visit the Customer Support Portal or contact your K E COMPANY
Customer Support Manager for ass EE5

Early-stage proof of concept

Enterprise-ready performance support tool

Visual Design Changes

» Modernized corporate aesthetic
Cleaner layout & improved whitespace
Consistent professional iconography

* Stronger visual hierarchy

* Reduced visual fatigue & clutter

» Enterprise branding alignment

Instructional Design Changes

* Action-oriented language throughout
"What to Say" coaching scripts added

Behavioral reinforcement prompts
Simplified learner flow
Better information chunking

Stronger transfer-of-learning support




Al INTEGRATION & STRATEGIC REDESIGN PROCESS

Strategic Redesign & Al-Enhanced Workflow

Al was not used to replace instructional strategy — it was used as a collaborative enhancement tool to accelerate
ideation, refine layouts, and explore visual options at scale. Every Al output was critically evaluated, refined, and
aligned with organizational goals and learner performance needs.

"Al was intentionally used as a collaborative enhancement tool rather than a replacement for
instructional strategy. My role involved critically evaluating outputs, refining concepts, and ensuring
all design decisions supported learner performance and organizational objectives."

ChatGPT Al Was Used For: Human Expertise Applied To:

» Gap analysis & performance consulting

» Stakeholder alignment & feedback review
« Instructional strategy decisions

» Behavioral reinforcement design

* Accessibility considerations

* Design ideation & brainstorming
* Layout experimentation
* Visual refinement iterations

« Content restructuring

« Visual hierarchy optimization
» Communication phrasing

* Rapid design iteration cycles

* Business goal alignment
* Final quality review & delivery

The Redesign Process — 7 Phases

I N N P N A

Gap Analysis Stakeholder Learner Al-Assisted Visual Refinement AeBEEelaly
P Y Feedback Evaluation Ideation Review

Final Deliverable



L.E.A.P. FRAMEWORK & BUSINESS IMPACT

Why the L.E.A.P. Framework Works

The L.E.A.P. acronym was intentionally designed as a cognitive anchor that employees can quickly recall during
emotionally escalated customer interactions. Memorable acronyms reduce cognitive load, improve recall under
pressure, and support consistent behavioral application in workplace settings.

LISTEN EMPATHIZE APOLOGIZE PERFORM

Listen actively without Acknowledge frustration. Use Take ownership. Deliver a Investigate root cause. Offer
interrupting. Clarify issues, take empathetic language. Say: "I sincere apology. Say: "I'm sorry clear solution. Confirm
notes, restate concerns. Say: understand why that would be you had to go through this. I'll satisfaction. Say: "Here's what
"Can you help me understand frustrating. Thank you for do everything | can to make I'm going to do to fix this for
what happened?" bringing this to us." this right." you."

INTEGRATED LEARNING STRATEGY
» Scenario-Based * Interactive Storyline « Communication » Reinforcement » Workplace
elLearning Training Coaching Tools Performance Support

Business Impact

Customer Employee Communication
Satisfaction Confidence Service Consistency Escalation Risk Quality Issue Resolution

This project demonstrates the ability to combine instructional design strategy, Al-enhanced workflows,
visual communication design, and performance consulting principles to create scalable learning solutions

aligned with real business needs.

Meshayla Kemp | Kemp Advisory Group, LLC | meshayla@kempadvisory.com | kempadvisory.com



