
Customer 
Care & 

Telephone 
Skills

➢ Creating Memorable ‘First Impressions’ When Opening The call

➢ Essential Telephone Etiquette

> Opening: A Warm Welcome

> Building Rapport

> Asking Questions

> Listening Skills

> Closing: A Remembered Goodbye

> Put On Hold: The Professional Way

> The Transfer: Warm Transfer Or Cold Transfer?

> Infusing Positivity In The Call

➢ Identifying Queries, Concerns, And Complaints

➢ How To Successfully Handle Customer Complaints

➢ Techniques For Handling Difficult Callers

➢ Designing A Professional Customer Service Charter

➢ Positive, Lasting, ‘Last Impressions’

Sample Content Includes:

Contact us for a full course outline. 

All courses can be 
virtual or face to face


