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Beyond the Basics

You've survived your probation and proven you can handle the job. Now it's time to move from competent to
skilled. The second quarter of your first year is about refinement, efficiency, and developing your professional
identity as a Good Egg Energy agent.

Mastering Efficiency Without Sacrificing Quality

You'll focus on reducing your average handle time while maintaining high-quality service. This isn't about rushing
customers-it's about eliminating wasted movements. Learn to type efficiently while listening, use templates
strategically, and guide conversations purposefully without being abrupt.

Experienced agents develop "patterns"-recognizing common scenarios quickly and knowing exactly which
questions to ask and actions to take. You'll start developing these patterns, making your workflow smoother and
more intuitive.

Expanding Your Technical Knowledge

You'll deepen your understanding of smart meters, meter types, and common technical issues. This includes
learning how to talk customers through troubleshooting steps, understanding when issues are customer-side
versus network-side, and knowing which technical specialists to engage for different problems.

You'll also learn more about the energy industry itself: how the grid works, where our energy comes from, what
"balancing the grid" means, and how time-of-use tariffs relate to energy demand patterns. This broader context
makes you more knowledgeable and confident when discussing our products.

Handling Vulnerability with Confidence

During these months, you'll encounter more vulnerability situations-customers facing financial hardship, health
crises, bereavement, and mental health challenges. You'll learn to identify vulnerability indicators in
conversations, ask appropriate questions with sensitivity, and apply the right protections and support measures.

This work is emotionally demanding but incredibly rewarding. You're making a genuine difference in people's
lives during difficult times. You'll also learn self-care strategies to prevent compassion fatigue and maintain
emotional boundaries.

Developing Industry Knowledge

You'll understand more about how the energy market works: the difference between supply and distribution, how
switching works behind the scenes, what happens during supply failures, and how regulations protect
customers. This knowledge helps you answer "why" questions that go beyond basic procedures.

Contributing Ideas and Feedback

As you gain experience, you'll notice inefficiencies, confusing procedures, or gaps in our knowledge base. Now's
the time to start contributing feedback and suggestions. Your fresh perspective is valuable-you remember what



confused you as a new starter and can identify improvement opportunities that veterans overlook.

Building Peer Relationships

You'll develop stronger connections with colleagues. These relationships aren't just social-they're professional
support networks. The agent who's great with billing can help you when you're stuck. You might excel at de-
escalation and help others with difficult customers. This collaboration makes everyone better.

First Performance Review

Around month six, you'll have your first formal performance review beyond probation. This covers your
development, quality scores, efficiency metrics, and goal setting for the next six months. Prepare by reviewing
your progress, identifying growth areas, and thinking about where you want to develop.

Exploring Career Paths

Start considering your long-term direction. Are you interested in quality coaching, technical support
specialization, team leadership, or training new agents? Understanding available paths helps you make strategic
development choices.


