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Offer practical tips on the basics of good telephone techniques and customer service.

However, according to the small business counseling firm SCORE, what customers really covet is efficient
and effective assistance when they call the customer service center. The greeting should sound respectful,
sincere and energetic. A request for customer verification and information gathering commonly follows the
customer response. Agents should make the request in a manner that sounds like there is a genuine will to
help. Provide periodic updates during long pauses in conversation. Technology and Resource Usage The use
of telephony, computers and other equipment is usually required to help agents complete customer service
delivery. Use headsets, freeing your hands to type customer data into the customer relationship management
program. Obtain headsets that have background-noise cancellation, microphone volume control and earphone
control. When naming departments, use specific and generally understood terms, such as "Billing" instead of
"Customer Assistance. Create a digital knowledge base that includes updated tutorials, training and news
releases so that agents are aware of company products and services. Business Processes Customers appreciate
agents who have full knowledge and competency about your business processes. Agents should take the time
to reiterate to and educate customers about existing and new procedures. Make sure the customer receives full
disclosure when making changes or closing an account, such as being on a long-term contract. Give the
customer verbal assurances and confirmation numbers, if available, whenever changes are made to the
account. Admit problems and errors to the customer as soon as possible to lessen frustration. Other
Considerations Many companies offer service through multiple communication methods, in addition to the
telephone. Customers can use the Internet to get service using email messages and Web-based instant
messenger. Find a way to integrate customer transactions from each of these media into one account, so that
the agent has a history to reference -- telephone, email and instant message details. Many companies offer
service via social networking to address concerns from the general population. Have a trained company
spokesperson who can competently answer queries from the Web. Also, if calls are outsourced to third-party
call centers, in-country and overseas, make sure agents are well-versed in company products and services.
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Some people take a simple idea and complicate it; you have taken a simple idea and kept it simple. So we have
purposely kept all of the material in our programs simple â€” yet very effective. A basic, common sense
program â€” uncomplicated, yet effective. So, this article is for those that simply want basic, common sense,
healthy, usable techniques. At Telephone Doctor we believe there should be one, uniformed method of
greeting to answer the call by everyone, every time. Anything after your name erases you name. You are there
to help. It looks like this: Thanking a Caller for Holding Being put on hold remains one of the top 3
frustrations of the American public. But how often is it done. Do you wonder that as well? Monogramming the
Call For whatever reason, we all seem to like our name. I have many items on my desk and at home that have
my name engraved on them. Because they have my name on it. Most people save things with their name or
initials on them. Same thing should happen on a phone call. Most people like to hear their name. And they
want to hear it pronounced properly and spelled right. Not everyone spells their name the same way. Well, you
get the idea. Avoiding Mouth Noises The telephone is a microphone. When you talk with something in your
mouth, it sounds as though you have a mouthful of MUSH. Be it gum, candy or just finishing lunch. Well,
consider making a great last impression as well. Wow that was a great call. How do you want your callers to
remember you? These are 5 great, simple, basic skills for you.
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Self-study or classroom training Description: The Minute Manager Series was designed to cover critical
business and professional development topics in the shortest time possible. Our easy-to-read,
easy-to-understand format can be used for self-study or classroom training, or even office training. With a
wealth of hands-on exercises, the Minute books keep you engaged and help you retain critical skills. We all
depend on phones every day, and we each have different phone communication styles. But few people realize
how essential proper telephone techniques are to business. The fact is telephone skills are critical to quality
customer service. Through this self-paced book, you will learn how to represent your company and satisfy the
needs of customers through effective telephone usage. Basic Telephone Skills Skill 1: Handling the Telephone
Skill 2: Answering the Telephone Skill 3: Mastering Voice Inflection Skill 4: Using Your Best Voice Skill 5:
Addressing the Caller Skill 6: Making the Outbound Call Skill 7: Practicing Effective Listening Skill 8:
Managing Telephone Messages Skill 9: Closing the Conversation Part Summary Part 3: Professional
Telephone Skills Skill 1: Asking Questions Skill 2: Learning to Negotiate Skill 3: Delivering Bad News Skill
5:
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Sunday, May 18, - I lay the blame on the techies in Silicon Valley. They have created a generation of people
who are all thumbs into their pads, pods, berries, and phones and oblivious to the world around them. Too
many cannot communicate verbally or even make eye contact. They can only click or tweet. Things have
gotten so bad on the sidewalks of Seattle that I do defensive walking to prevent from getting knocked down or
walked over. Once it was taken for granted that you always held an elevator or door for someone who was
approaching or behind you. And if you are old school like I am and do hold a door for someone, few today
will take the time to thank you for fear of missing a beat or tweet as they play with their smart phone. With the
abundance of available electronic devices today you would think communicating would not be a problem.
Unfortunately, there are too many people today who do not know that it is rude, inconsiderate and sometimes
insulting to not return telephone calls or answer letters, emails, faxes and tweets. This is one of the most basic
rules of common courtesy and customer service. Throughout the years I have cited dozens of instances where
a failure to respond has cost a university, institution or non-profit millions of lost dollars. Here is what Dr. I
have taped this sentence from your book to my computer: I was checking on a possible story about failure and
crashes of one or more Yahoo-hosted sites but it was impossible to contact anyone in public relations. The
company website has no information for its public relations staff. Any journalist who wants to contact this
department has to call , which is answered by a machine, and then leave a voice message, or email media
yahoo-inc. Repeated messages I left at both sites were ignored. Yahoo violates every basic rule of PR I have
never encountered a PR department so poorly structured and lacking in professionalism. A letter and
followups to Ms. Department of Labor had not done its 20 years ago, she most likely would not have her
current job nor would many other women CEOs in leadership positions today. I would like to review Ms.
Compare how Yahoo mishandled my requests with the extraordinary customer service I received from
Microsoft. When he and I connected he quickly and efficiently cleansed my computer of the problem. He even
followed up the next day to make sure I had no further problems. This is what customer service is and should
be. Every time I have worked with this firm in the past I have experienced professionalism at its best. What I
find troublesome is that many women CEOs and senior managers are at the top of my list of the worst
offenders when it comes to courtesy and responding. They have become major contributors to the rude society
in which we live. In the past I have seldom had a problem getting a response from a man or his executive
assistant compared to women in comparable positions. I want to emphasize that many women executives with
whom I have worked are the very best and at the top of their profession. Mayer and her colleagues in Silicon
Valley need to be less insular and learn the basics of old fashioned common courtesy, customer service and
professionalism from Microsoft. The book is available from Amazon in paperback, on Kindle or as an audio
book. A native of Charleston, WV, he lives in Seattle and writes on a variety of subjects.
Chapter 5 : Customer Service Training
Customer service begins from the moment the customer calls the business's contact number, and telephone courtesy
plays a key role in how the customer views the interaction. Voice Tone.

Chapter 6 : Customer Service Outsourcing Redefined | Arise
Note: Citations are based on reference standards. However, formatting rules can vary widely between applications and
fields of interest or study. The specific requirements or preferences of your reviewing publisher, classroom teacher,
institution or organization should be applied.
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Workshops on Customer Service What Our Customers Are Saying As a call center manager, I consider the Telephone
Doctor communication training programs a great tool for training new employees as well as a great reminder for
reinforcing positive behavior of our experienced call center agents.
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