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Job Aid Title: “5-Minute Reset: Handling Device Error Inquiries with Confidence” 

Type: Microlearning Job Aid 

Format: 1-page downloadable PDF or LMS-ready printable 

Target Audience: Customer Care Specialists 

Purpose: Provide just-in-time, easy-to-access steps for troubleshooting common device issues 

reported by patients—designed for high-pressure call center environments. 

       Why This Job Aid Works for the Role: 

• Demonstrates agile design in a high-change, fast-response customer environment. 

• Shows clinical-product alignment with user-facing technical details. 

• Reflects adult learning principles (minimalist design, confidence building, 

reinforcement). 

• Uses microlearning to support just-in-time access and re-learning in a modular way. 

• Aligns with the job description’s call for job-relevant, self-serve resources. 

      Sample Job Aid Structure: 

    Title: "5-Minute Reset: Handling Device Error Inquiries with Confidence" 

1. Identify the Error Code 

Ask the caller for the 3-digit device error code (e.g., E101). If unknown, ask what they see on the 

screen. 

2. Reassure the Caller 

Script example: 

“Thank you for sharing that. This is a common issue and can usually be resolved quickly.” 

3. Check Known Fixes (Top 3 Codes) 

Code Likely Cause Quick Fix 

E101 Battery connection issue Reseat battery; restart device 

E202 Sensor misalignment Guide patient to reposition sensor 

E301 Firmware sync delay Confirm Wi-Fi and retry pairing 
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4. Confirm Resolution or Escalate 

If resolved, reinforce: 

“You did a great job walking through that. You're all set!” 

If unresolved: 

“Let me escalate this to our clinical support team to ensure everything is taken care of.” 

5. Log the Call in CRM 

Use dropdowns: 

“Error Code,” “Resolution Provided,” “Escalated to Clinical?” 

      Pro Tip 

Bookmark this job aid on your desktop or keep a printed copy near your station. Most errors 

resolve with one of the top 3 fixes. 
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