Service Essentials™ for the Telephone!

Sel the tone, Manage the Call, Solve the Problem and Delight your Cusfomers!

Help your staff make a winning first impression and maintain positive relationships. Instill

in them the fundamental skills of excellent telephone courtesy. This program is ideal for
anyone in your organizalion answering the phone,

Topics Include:

* Creating a service attitude
before answering the phone.

* Practicing a customer friendly
tone of voice.

* Managing the call process.
*  Putting the caller on hold.
* Transierring the call.

* Taking messages,

What RESULTS can you
expect from Service Essentials™
for the Telephone?

s  The first impression your cusiomers
receive will instill confidence and keep
1hiesm cumin; hack.

*  Company image represents the highest
servioe slandards,

#  Posilive word of mouth aboul your
servioe increases sales,

Service Essentials™ for the
Telephone can be trained by
someone in your organization:

The Service Essenlials™ Trainers Kil includes
all tools and information to train the program
in-howse. The Trainer’s Kit includes:

* Facilitator’s Guide - including a 5'-E|:I'bz‘*
step script for the novice trainer, chec
list, and trainer’s lips to ensure a
successful learning experience

»  Transparency masters,

Participani Manual,
Essential Practices Card

Why use Service Essentials™ for

the Telephone for your customer

service fraining needs?

Energizing

*  Participant’s interaction and real workd
experiences are built into the learning
process. Service Essentials”™ for Telephone

is an enjoyable experience resulting in a
renewed focus on lelephone courlesy,

Cost Effective
*  Train-the-trainer option for delivery.

* Licensing agreement materials for

large groups.

Easy to schedule training
» Efiicient hali-day program.

Customizable

* Case studies may be customized fo
demonsirale service issues directly
related to your business.

Behavior Based

*  Individual assessment and action plans
included for improvement in every essen-
tial customer service praclice,

Reinforcement

Essential Practices Card - a sumima

card of critical skills 1o be kept handy by
each employee in the work place,
Personal development plans may be

buill into your performance managemeni
system.

For more infermation please contact:

Select, Assess & Train

38 Fendall Avenue
Alexandria, VA 22304 USA
Tel: 703 823-1968
info@selectassesstrain.com



