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Telephone Skills

Workshop Overview 

The skills we use when speaking face-to-face differ greatly from those we use when speaking to people on the telephone. This workshop will equip support staff with all the skills required to deal successfully with customers on the telephone. 

Programme Overview 

• The importance of the telephone 

• Communicating on the telephone

• Skills in Questioning & Listening 

• Using the right language 

• Controlling the call 

• Handling difficult calls and dealing with aggression 

• Our attitude on the telephone

• Opening and closing the call 

• Frustrations in dealing with enquiries over the phone

• Exceeding the customer's expectations 

This programme would be suitable for everyone who uses the telephone in a professional context.
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