D I S H N Ote Audience: Facilitator

Release

Quick Reference Guides - Date: 3/16/09
Uptraining

Trainer Preparation

Use the 622/722 sample Quick Reference Guides (QRG) that was shipped to each
office.

New Quick Reference Guides

Great news! We have new quick reference guides that will be packed out with
most receivers in 2009. These guides will be a critical part of your customer’s
education. You must hand out the guides and review the information with the
customer.

Background:

The guide sequence is meant to answer questions as the customer becomes
familiar with our service.

The new guides were built on feedback from:
¢ In-home Customer Focus Groups
e Top reasons why customers call in

e DNS feedback

Objective

Allow techs to review and familiarize themselves with the Quick Reference
Guides (QRG) so that they are knowledgeable when reviewing features with the
customer.

Be sure to cover the following:

2 I00G DI5H BETWO RK 00 RPORATI DN



Iﬁ Quick Reference Guide
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Basic Navigation Controls
e This section is a detailed guide to the buttons on the remote control and its
functions. There is a version for both TV1 remotes and TV2 remotes.

and

Equipment Controls, DVR Controls, Special Controls:

e This section explains equipment controls, DVR controls, and special
controls.

e Customers will need this information to help them get familiar with their
new remote control. Many customers come from another TV service
provider and are used to the way their old remote was laid out.

e The remote image is actual size, so the customer can set their remote
control right on top of the image to identify where particular buttons are
on their remote.

TV Viewing Basics:
e This section covers TV viewing basics which include:
0 Important features of your receiver
e You must write in the TV1 or TV2 channels for the customer.
e This section is useful for customers that are not in SAT mode
or get off a channel they were viewing. This is a frequent
cause of customer call in/confusion and can be easily
resolved in this section.
0 All about your on-screen program guide.
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e One of the first things that customers want to do is begin
watching their favorite channel. This section will help them
to understand how to view the onscreen programming
guide and navigate to their favorite channels.

e This section also addresses the ability to toggle through
various guides (i.e. ALL CHAN, ALL SUB, etc.) to improve
the user experience and reduce confusion. For example,
when a customer cannot find a particular channel because
they are toggled out of their ALL CHAN/ALL SUB option
into another view (i.e. ALL HD).

0 How to set Parental locks

e Many customers want to be able to equip this functionality
very quickly after install and often call in with questions on
how to setup. This section explains how to set up parental
locks to help them manage the content that their family sees.

Dual Tuner:
e This section explains the benefits associated with the dual-tuner:

0 Unique benefits of your dual-tuner DVR

0 The benefits of being connected by phone and high-speed internet

0 The content in this section helps customers to understand the
advanced functionality of our dual-tuner receiver, since they will
not have a receiver box in each room that they have TV service.
Even after install, some customers do not understand why they do
not have a receiver in each room. Use this section to explain to
customers how our receivers operate multiple TVs.

Troubleshooting:

e This section includes some basic troubleshooting tips a customer may
experience when watching or controlling their TV.

e Tips include:

0 Resetting the Receiver

0 Correct TV Channel / Input

0 Changing the Remote Batteries
0 Satellite Signal

e There is also a section that provides the customers with contact
information for 24/7 help.

e Many of the issues that our customers have can be addressed easily by
methods other than calling into our customer service centers. However,
customer may not know where to go with their questions. This section
helps the customer to have immediate access to their troubleshooting
options to quickly help address their issues and improve their experience
by not having to wait on the phone for an agent.
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Using Your DVR:

e This section includes a detailed guide to basic recording and viewing
features.

o DISH Network DVRs are a fantastic addition to a customer’s TV
viewing experience. We want to familiarize our customers with
how to use their DVR so that they can begin to enjoy this new
service. These steps help them to begin recording their favorite
programs immediately after install and help to minimize any
customer confusion on how to use this excellent feature.

New Channel Line Up Card

The channel line up insert in the QRG is a four-page guide of the different
programming packages and the available channels (including channel numbers)
for each programming package. You will find the channel line up card nested in
the front panel of the Quick Reference Guide.

e There are a few important features about the new layout to note, they
include:

0 Channels are grouped by program packages verses the “dot
concept” previously used.

0 The most popular channels are bolded, which makes it easier for
customers to identify potential changes in channel number
compared to their previous TV service provider.

0 TurboHD channels are noted with an HD icon. This indicates that
the channel is available in both SD and HD (unless otherwise
noted).

0 Exclusive Dish Network Channels are highlighted in a special
section on the front of the channel line up card.
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Review Activity

Instructor: Have the attendees find different types of information in the QRG’s.
Break into teams and have a competition with bragging rights going to the team
with the fastest time finding the correct answers. Also, you can do role plays, or
lead a group discussion. Use the technique that works best for your group. Set
appropriate time limits for this activity.

Possible questions include (After the correct answer is given ask the techs
“Where is it located in the QRG?”)

e What is the Browse button used for? REMOTE CONTROL QRG Outside
panel Basic Navigation Control.

e What channel is ESPN on? CHANNELS AND PACKAGES QRG (Page 2)
under America’s Top 100 and BronzeHD

e What canI do if  have a problem with my programming? REMOTE
CONTROL QRG (inside panel) Troubleshooting 24/7 help and CHANNELS &
PACKAGES QRG (page 1) 24/7 help.
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e What High Definition channels are available? CHANNELS & PACKAGES
QRG (pages 2,3,4) where the [gI8) is located.

e Where can I find information on the On-Screen Program Guide? REMOTE
CONTROL QRG (inside panel) TV Viewing Basics.

e How do I go back to the last channel I was viewing? REMOTE CONTROL
QRG (outside panel) Basic Navigation Control.

e  What are some of the features of my DVR? REMOTE CONTROL QRG,
(outside panel) Using Your DVR.

e Why do I need a phone line connected to my receiver? REMOTE
CONTROL QRG (inside panel) Dual-Tuner.

e How can I find out how to set Parental Locks? REMOTE CONTROL QRG
(inside panel) TV Viewing Basics.

e How to I set up my favorites on the Program Guide? REMOTE CONTROL
QRG (inside panel) TV Viewing Basics.

e Ineed more help then these guides provide, how can I get it? REMOTE
CONTROL QRG (inside panel) Troubleshooting 24/7 help and CHANNELS &
PACKAGES (page) 1 24/7 help.

Summary

These two guides are now available to our customers. They contain a wealth of
information for using our equipment and systems. These guides will provide
you with a valuable tool to enhance your customer’s education. Be familiar with
the guides and use them to provide a better experience for your customers.
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