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About Telephone Doctor, Inc. Customer Service Training

Telephone Doctor, Inc. is a St. Louis based customer service training company that offers products and techniques designed to improve the service skills of customer contact employees. This program is presented by Nancy Friedman, our founder and president. Through DVDs, web-based courses, books, audio programs and instructor-led workshops, Telephone Doctor, Inc. has helped tens of thousands of organizations increase revenue, improve customer satisfaction ratings and reduce employee turnover. For additional information, please visit www.telephonedoctor.com.

And now some legal stuff...
We aim to be the nicest customer service training company in the world. :-) However, even the nicest company needs to diligently protect its intellectual property. Please respect the terms of our license and the copyright of our intellectual property.
This material is licensed solely for display by the licensed organization to its employees. It is illegal to loan, rent, or sell this material outside the licensed organization. It is illegal to display this material to train persons outside the licensed organization without a separate agreement for that purpose. Please contact 800.882.9911 or info@telephonedoctor.com to inquire about additional uses of our material.

Telephone Doctor® works to educate, detect, pursue and prosecute copyright violators using every civil and criminal remedy available. We offer a reward for information which leads to a recovery from individuals and/or organizations who pirate our content. Please contact 800.882.9911 or info@telephonedoctor.com to report an act of copyright piracy. Telephone Doctor, Inc. assumes no patent liability with respect to the use of the information contained herein. While every precaution has been taken in preparing this material, the publisher is not responsible for errors or omissions, or for any damage or injuries, resulting from use of the information contained herein.

Telephone Doctor® is a registered trademark of Telephone Doctor, Inc.

The Goal of the Course: Listening Skills

      Listening is a critical component when determining the needs of your customer. Doesn't everyone listen? Hearing is a physical process but listening requires mental involvement. This course introduces six steps to help team members become better listeners.

Objectives:

In support of this goal, participants who have successfully completed this course will have demonstrated, through written, verbal, and/or Skill Practice exercises, the ability to:

· state the importance of the relationship between effectively determining the needs of a customer and providing excellent service to customers; and

· recall and apply six techniques for improving effectiveness as a listener.

The long-term value of this program creates a need to utilize the content in a variety of different uses. The following outline is based on a more traditional approach of showing the program in its entirety, then participating in discussions.

Additional uses include:


●  One Key Point at a time during a staff meeting


●  Use a single segment as a buy-in activity


●  Individual Key Points can be used to add another dimension to other training programs

Training Outline:  Listening Skills
 I.
Introduction to the Topic (See “The Goal of the Course” on page 3)
(3 min.)

A.
State the goal of the course in your opening comments

B.
Include the class objectives

 II.
Getting Acquainted (see “Before You Begin: Tips for Trainers” on pages 5-7)
(15 min.)

A.
Introduction of trainer

B.
Use an icebreaker activity or buy-in activity

C.
Administer the Pre-Program Quiz (pages 8-9)

III.
View Program: Listening Skills
(12 min.)

IV.
Application of Key Points 
(45 min.)

For each Key Point: 

♦ Ask the class discussion questions provided in the Leader’s Guide

♦ Have participants complete the accompanying Participant Workbook pages

♦ Optional: Use corresponding Skill Practices


V.
Wrap Up (see “Before They Go” on page 22)
(15 min)

A. Select method of review

B. Use a commitment activity

C. Hand out Desktop Reminder Cards

D. Ask participants to complete evaluation

NOTE: 
The normal total length of this class is approximately 90 minutes using the Key Point discussion questions only. For each skill practice activity included in the session, increase the total length of the class by approximately 10 minutes. For example, if using Skill Practices #1, 3 & 5, the total length of the class is approximately 2 hours. Depending on the time available and with some imagination, the training can be as short as only watching the program or extended to a full day session.

Before You Begin: Tips for Trainers

To help participants receive the maximum benefits from this course, here are some tips for success:

Assemble Learning Resources

■
Locate DVD program Listening Skills and companion CD that includes the PowerPoint presentation and Participant Workbook.

■
Using the PowerPoint Presentation and Participant Workbook for attendees will greatly enhance the training. (To customize your training materials, your organization logo may be inserted in the PowerPoint and Workbook.)

■
Desktop Reminder Cards for each participant will encourage behavior modification after the class.

■
You’ll need:


A flip chart or white board and markers, or chalkboard and chalk.


Media equipment: TV with DVD player or computer with DVD drive, speakers and screen or wall.

Create a Comfortable Learning Atmosphere

■
Choose a comfortable, well-lit room with no distractions.

■
Arrange straight tables in a U-shaped set-up or use round tables. Either way, it is important that each participant be able to make eye contact with other participants.

■
Use name tents or name tags for participants.

■
Encourage note taking by using the Participant Workbooks or supply pencil and paper. 

■
Introduce yourself. Give the participants a brief sketch of your background, your experience and how you relate to the training subject. The more comfortable the participants are with you, the more effective you will be in facilitating their learning.

■
Allow the participants to get comfortable with each other. Use self-introductions or icebreaking exercises to get the group relaxed. 

1.
The participants can use your introduction as a model, which will help them overcome any natural reluctance to talk about themselves.

2.
Divide the class into groups of two. Give each pair of participants a few minutes to interview each other. Each one in turn introduces his or her partner to the group. This will speed the process of getting the participants to function as a group.

3.
Multiple sources for icebreaker exercises exist. Bring your own or visit your favorite bookstore or local library for ideas.

■
Schedule breaks as needed.
Before You Begin: Tips for Trainers (Cont.) 

■
Acquaint the participants with “housekeeping” items. Advise the participants regarding the important features of the training environment (e.g., location of restrooms and lounge facilities, breaks, etc.).

■
Establish clear goals. The specific learning objectives for this class are included in the Leader’s Guide (page 3). Keep in mind that the clearer the participants’ understanding of their objectives, the more likely it is that they will achieve those objectives. 

Involve the Participants

■
The corresponding Participant Workbook provides a “Pre-Program Quiz.” This activity has a dual purpose. Use it as a pre-test or buy-in activity which sets the stage for immediate involvement. Reviewing the answers at the end of the training session is very effective to reinforce the new skills and techniques learned in this session. 

■
Choose the segments of the program that best meet your needs. Decide the viewing method that works best (start/stop, all inclusive, minus the review segment, etc.). 

■
When using Telephone Doctor Participant Workbooks, there are a variety of ways to complete the questions.


1.
Divide participants into two groups, assign each group a page and have the group prepare to discuss one or two questions from each page.


2.
Prior to class, instructor selects most pertinent questions to be completed during class.


3.
Assign homework to participants to complete remaining questions.

■
Verify participant understanding by asking questions. They should do most of the work. Resist the urge to take over. Facilitate, but don’t dominate. Ask questions, coax answers, encourage give and take.

■
Encourage involvement of the participants by beginning questions with phrases such as:



“What did you think about that?”



“Tell me what you just saw.”



“How do you relate to that vignette?” 



“That was interesting; what was your take on it?”



“What were your initial impressions?”



“How did that scene make you feel?”

Before You Begin: Tips for Trainers (Cont.)

Involve the Participants (Cont.)

■
Reduce participant’s apprehension by positively reinforcing their comments with statements such as:



“That’s interesting; tell me more about what you mean.”



“I hadn’t considered that angle yet.”



“Good point.”



“Okay, thanks for sharing that with us.”



“That’ll be one of the things we need to consider.”



“I really like your insight.”



“That’s sure a unique perspective. Who else has some ideas?”

■
Reward participants for their enthusiastic participation. Prizes are always coveted.

NOTE:
Telephone Doctor encourages you to create your own skill practices for each Key Point to simulate issues specific to your organization.
Pre-Program Quiz ~ Listening Skills

Before watching the program Listening Skills, have the participants answer the questions below to the best of their ability. Review the answers as a group at the end of the training session.




1.
The first step to being a good listener is

A. turn your radio to a lower volume.

B. write down everything the customer says, word for word.

C. make a commitment to decide to be a better listener.




2.
The words “hear” and “listen” 

A. are different: hearing is physical and listening is intellectual.

B. Can be used interchangeably.

C. You hear and listen at the same time.




3.
“You’ve called the right place!”

A. Welcomes the customer and demonstrates you care about their needs.

B. Is a clever way to answer a call.

C. It lets the customer know they have “dialed” their call correctly.




4.
Why is it important to concentrate fully on what the customer says?

A. You don’t want the customer to be angry with you if you don’t say their name correctly.

B. It’s a matter of courtesy. The customer deserves your undivided attention.

C. To make sure you get the general idea of what the customer is saying.




5.
What specific practices will help you keep from jumping to conclusions?

A. Interrupt the customer as soon as you realize you know what the customer wants.

B. If the customer pauses and takes a breath, that is when you size up the situation.

C. Let customers finish talking so you can learn what their needs are.




6.
Why is it important to give feedback to let the customer know you are listening?

A. The customer will be able to determine that by your facial expressions.

B. Using the same feedback phrase repeatedly assures the customer you are there.

C. Using a variety of short responses lets the customer know you’re paying attention.

Pre-Program Quiz ~ Listening Skills (Cont.)



7.
What things should you keep near the phone at all times?

A. A clock, to time your calls.

B. Paper and pen or pencil.

C. A mirror, to ensure you are smiling at all times.




8.
Why should you take notes while listening to customers?

A. It keeps you from getting bored.

B. You want to remember how many calls you have handled each day.

C. You will have an accurate record of the call and can read back the notes to the customer to make sure you have the information correct.




9.
What can you do to make note taking easier and more effective? 

A. Use a tape recorder and play back the conversation.

B. Develop a system of abbreviations that you can write quickly.

C. Use a roller-ball or gel pen instead of a pencil.




10.
There is not much difference between hearing and listening.

A. True

B. False

Discussion Questions – Key Point #1: Decide to Be a Better 
Listener
1.
The words “hear” and “listen” often are used interchangeably. Why is that reality not accurate? What are the major differences between the two processes?

♦
Hearing is simply a physical process, involving only the ears.

♦
Listening is an intellectual process, involving the mind as well as the ears.

2.
Think of people you know who are good listeners. What specific things do they do that let you know they are listening?

♦
Good listeners typically display some or all of these behaviors:

1.
repeating back what’s been said to check understanding;

2.
taking notes to help remember details of the conversation; and

3.
giving verbal signals to confirm that listening is taking place.

3.
Compare your listening habits with the ones you just described. Since good listening is a skill that can be mastered with practice, what are some of the techniques you can use to improve your skill as a listener?

♦
The first and most important step is a commitment from you to decide to be a better listener.

♦
Once you have made that your goal, you can prepare yourself to reach it by taking the following pledge: “From now on, on every call, I will:


1.  keep an open mind when listening.”


2.  concentrate on what’s being said.”


3.  refuse to jump to conclusions.”


4.  focus on the other person’s words, not what I plan to say next.”


5.  avoid daydreaming, even when the conversation seems boring.”


6.  resist being judgmental.”


7.  ignore distractions when listening.”

TELEPHONE DOCTOR® PRESCRIPTION:

1.
Decide to be a better listener.

2.
Remember—hearing is only physical; listening is intellectual.

Skill Practice – Key Point #1: Decide to Be a Better Listener
Facilitator Note: Complete the exercises below and have a group discussion.

To highlight the difference between hearing and listening, ask the participants to give examples of situations in which they go from simply hearing to really listening. Some common examples include:

Hearing the sound of our car or truck motor while driving, then really listening if a strange noise or engine trouble develops.

Hearing the sound of a radio playing, then listening if a news or weather bulletin comes on.

Brainstorm

Divide the participants into two groups.

1.
What can you hear when you’re in your office?

	Expect to hear – examples:

Clock ticking

Fan running

Keyboard typing

Paper shuffling 


	Elevators

Airplanes

Trucks

File cabinet drawers

Coughing/sneezing




2.
What do you listen to?  Sounds that are of interest to you! 

	Expect to hear – examples:

Customers

Coworkers


	Phones ringing

Speaker phones/conference calls

Presentations/instructions
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Discussion Questions – Key Point #2: Welcome the Customer – 
   Be Obviously Friendly

1.
It takes a little extra time and effort to make customers feel welcome. What are the benefits that make it worthwhile to take this extra step?

♦
A friendly welcome sets the stage for a positive exchange of information. It enables your dialogue with customers to be more relaxed and productive.

♦
When customers receive a friendly greeting, they are inclined to talk more openly. This makes it easier for you to learn about their needs.

2.
When you take an incoming call, what words do you use to welcome the customer? Why do you use that particular phrase or sentence? What other expression could you use to be even more effective? 

♦
Collect and discuss examples provided by the participants. Discuss their similarities and differences. Emphasize the need to be obviously friendly in welcoming customers. Put feeling into your voice and let your friendliness come through. 

♦
Telephone Doctor recommends welcoming your customers by saying, “You’ve called the right place!”

3.
What makes, “You’ve called the right place!” the most effective way to welcome a customer?

Why does it work so well?

♦
One important reason is that this sentence is emphatically reassuring. It immediately puts the customer at ease and gets the conversation off to a comfortable start.

♦
Using this welcome lets the customer know you are interested and actively listening.

♦
It shows you are friendly.

♦
Because the first word is “You,” it demonstrates to customers that focusing on them and their needs concerns you.

TELEPHONE DOCTOR® PRESCRIPTION:

1.
Be obviously friendly when you welcome the customer.  

2.
Answer the customer’s request by saying, “You’ve called the right place!”

 Skill Practice – Key Point #2: Welcome the Customer
Facilitator Note: Complete the exercise below and have a group discussion.

Discuss in small groups generic “welcome phrases” that can be used to “set the stage” with customers. Make this activity fun by having each group list responses and select the best phrase. Consider awarding a prize to create excitement. 

Expect to hear - examples:

“Certainly, I’m happy to assist you.”

“Great question. Let me transfer you to Cathy in that department—she’s an expert.”

“Sure, my name is ______; how can I help you?”

“Let’s get you an answer.”

“Of course—you’ve called the right place!”

As a class, compare groups’ answers and vote on best phrase.
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Discussion Questions – Key Point #3: Concentrate – Don’t 
   Multi-Task
1.
Why is it important to concentrate fully on what the customer says? Everyone is busy. Why not try to get something else done while the customer is talking?

♦
In the first place, it is a matter of courtesy. The customer deserves your undivided attention.

♦
Secondly, people who try to do two things at once generally don’t do either very well.

♦
If you split your attention between the customer and something else, you’re likely to miss something important the customer says.

2.
We all have trouble concentrating from time to time. Why do our minds sometimes wander?

♦
The mind can process information more quickly than most people talk. Because of that, the mind sometimes wanders, searching for something else to think about.

♦
If what we are hearing sounds dull or boring, we may tend to start thinking about something we feel is more interesting.

♦
Sometimes we let ourselves get preoccupied with what we’re going to say next. When that happens, we don’t listen to what the other person is saying now.

3.
In addition to internal challenges to concentration, there are external factors to be overcome. What are some of these?

♦
The customer may have a regional or foreign accent or may talk too quickly.

♦
Other things may be happening around you.

♦
You may even distract yourself by dropping your pen, etc.

TELEPHONE DOCTOR® PRESCRIPTION:
1.
Give the customer your undivided attention.

2.
Focus on what the customer is saying.

3.
Avoid distractions. Do one thing at a time.

Skill Practice – Key Point #3: Concentrate – Don’t Multi-Task
Facilitator Note: Choose one or both exercises below and have a group discussion.

To illustrate some of the difficulties associated with trying to do two things at once:

1.
Select two participants to serve as “readers.”


Give each of them a different clipping from today’s newspaper and have them read both aloud at the same time.

· What happens?

· Could anyone remember details from both readings?

· How many concentrated on one rather than the other?

· How many couldn’t concentrate on either one?

· How effective were the “readers” in concentrating on what they were doing?

2.
Select four participants: two to tell a story about their weekend plans, the other two participants attempt to concentrate and text the following message on cell phones.

“Give the customer your undivided attention. Focus on what the customer is saying. Avoid distractions. Do one thing at a time.” 

Then ask these questions:

· What happens?

· Could anyone remember details from both stories?

· How many concentrated on one rather than the other?

· How many couldn’t concentrate on either one?

· How effective were the “storytellers” in concentrating on what they were doing?



Discussion Questions – Key Point #4: Keep an Open Mind
1.
In an effort to be decisive, people sometimes try to size up a situation as quickly as possible and draw a conclusion. What problems can that cause with your customers? Why is it important to keep an open mind?

♦
Once you jump to a conclusion, you close your mind to other possibilities.

♦
Instead of listening to what the customer actually says, you let your own opinion color or distort the customer’s statements.

♦
As a result, you don’t really hear the customer. What you hear is a mixture of the customer and yourself.

2.
What specific practices will help you keep from jumping to conclusions?

♦
Avoid interrupting your customers. When you interrupt, you aren’t listening. If you are doing the talking, you won’t learn anything about your customers or their needs.

♦
Let customers finish what they start to say. If customers pause to take a breath or collect their thoughts, don’t presume they are finished.

TELEPHONE DOCTOR® PRESCRIPTION:

1.
Don’t interrupt. Let customers finish what they start to say.

2.
Stick to the facts. Avoid assumptions.

3.
Remain objective. Don’t jump to conclusions.

Skill Practice – Key Point #4: Keep an Open Mind
Facilitator Note: Complete the exercise below and have a group discussion.

One of the reasons for keeping an open mind is to deal with facts rather than assumptions. 

How do assumptions differ from facts?




FACTS









ASSUMPTIONS
Normally follow an observation.





Can be made at any time,

The observation provides the           



with insufficient evidence or no

evidence leading to the fact.






evidence at all.



Can be proven.








May not be proven.


Lead to agreement.







   Lead to disagreement.

Now, let’s discuss what assumptions your group comes up with for this FACT.

· An ambulance is parked in front of our building.


As a group, discuss the repercussion of jumping to conclusions with customers and coworkers.



 Discussion Questions – Key Point #5: Give Feedback that You’re 
Listening
1.
In any conversation, it is important to let the other person know you’re listening and keeping up with what’s being said. Why is this especially important when listening on the telephone?

♦
In face-to-face conversation, you can give visual signals, such as a nod or a raised eyebrow.

♦
There are no visual signals on the phone. If you don’t give verbal feedback to show you are listening, they won’t know you’re paying attention.

2.
If you are listening to a customer and don’t give verbal feedback, what message are you sending? 
What is the customer likely to think?

♦
“I’ve been disconnected or put on hold.”

♦
“They’re just not interested.”

♦
“My call isn’t important to these people.”

3.
What is verbal feedback? Give a few examples.

♦
Verbal feedback is a variety of short responses that lets the customer know you’re listening and paying attention.

♦
Verbal feedback responses include expressions like, “All right,” “I understand,” “I’m making a note of that right now,” etc.

EXAMPLE:  CUSTOMER:
“This is Len’s Eyewear. We just got the new vision charts 
                    you sent.”






YOU:


“I see.”






CUSTOMER:
“The two big letters at the top of the chart are so blurry I don’t








 know what they are.”






YOU:


“Oh dear!”

4.
What should you avoid when giving verbal feedback?

♦
Using the same phrase over and over; and

♦
giving “mechanical” feedback that sounds routine and insincere.

TELEPHONE DOCTOR® PRESCRIPTION:

1.
Give verbal feedback clues to let the customer know you’re listening.

2.
Use a variety of verbal clues to avoid sounding boring.

Skill Practice – Key Point #5: Give Feedback that You’re
  Listening.
Facilitator Note: Complete one or both of the exercises below, then have a group discussion.

1.
Select two participants to stand back-to-back.

· Quietly instruct one participant to give driving directions from the training location to their 
residence.

· Quietly instruct the second participant to walk away and start doing something else when the 
first participant begins talking.

· How long does it take before the person stops talking?

· Ask the participant to describe the feelings caused by the lack of verbal feedback.

2. Select two participants to assist with this demonstration and face each other. 

· Ask one participant to tell a two-minute story about their family and where they grew up.

· Give a note to the second participant with these instructions: 


3. Select two participants to assist with this phone demonstration. 

· Ask participant to face away from each other and pretend to hold phone receivers.

· Follow the instructions from the 2nd activity.

4.
Discuss the results from these exercises.

· Interview the two participants.

·   How did you feel being ignored and ignoring your coworker?

·   Do you see how important verbal and non-verbal feedback is? 

· Then ask for the group’s feedback. 



Discussion Questions – Key Point #6: Take Notes While You
   Listen

1.
What things should be kept nearby, all the time, by every telephone?

♦
Paper for taking notes

♦
A pen or a pencil.

2.
Taking notes requires extra effort. Why go to the time and trouble, especially on a busy day?

♦
The alternative to notes is relying on memory. Very few people have perfect memories. Do you?

♦
Written notes give you a record of the customer’s name and message, including:


1. accurate spelling (customer’s name, company name, etc.); and


2. accurate number sequences (addresses, telephone numbers, order numbers, etc.)

3.
What can you do to make note taking easier and more effective?

♦
First of all, remember that writing something takes longer than saying it. You’ll never be able to write out every word a customer says.

♦
For that reason, it’s important to develop a system of abbreviations that you can write quickly. Any system is all right, as long as you know what it means when you’re finished.

NOTE: It might be a good idea to have the participants discuss standardizing abbreviations throughout the company or department. This can save on transcription, especially in cases where employees often use each other’s notes.

4.
When you’ve finished taking notes from what the customer says, what should you do with them?

♦
Read them back. Tell the customers what they said, in your own words. Pin down all numbers, dates, quantities, etc., to be sure you have them right.

♦
If the customer adds or changes anything, correct your notes, and read the correction back to the customer.

5.
What are the benefits of repeating or rephrasing what the customer has told you?

♦
It eliminates mistakes by letting both you and the customer know that the message was received accurately and completely.

♦
It confirms to the customer that you were listening to what was said.

TELEPHONE DOCTOR® PRESCRIPTION:

1.
Always have paper and a pen or pencil by every phone.

2.
Use a system of abbreviations to make note taking easer and more effective.

3.
Repeat or rephrase the message back to the customer.

Skill Practice – Key Point #6: Take Notes While You Listen
Facilitator Note: Complete one or both the exercises below and have a group discussion.
Brainstorm:

1.
Discuss some of the negatives of not taking notes.

Example responses you might expect to hear:

· Missed opportunities

· Loss of repeat business

· Wrong product

· Missing items

· No follow up

· Customers feel abandoned

· Unhappy with your company

2.
Discuss some of the positives of taking notes.

Example responses you might expect to hear:

· Customers don’t need to repeat information

· Staff took ownership of the problem

· Customers feel important and valued

· Customers’ issues are a priority

· Confirmed facts lead to better follow up and accurate orders/service

3.
Ask for three volunteers:

· First volunteer will tell a story about their plans for the weekend with specific details (people, places, things, times).

· Ask the other two volunteers to take notes and then repeat the story to the group.

4.
Ask questions and compare responses:

· What facts were missing?

· Were the details accurate?



Before They Go
In order to reinforce the skills and techniques that have been addressed, choose one or more of these reinforcement options:

Suggested Methods of Review
· Discussion questions are provided in this Leader’s Guide for your use.

· The companion PowerPoint presentation is a useful way to reinforce the Key Points made during the course. Notice the Key Points are identical to Telephone Doctor® Prescriptions located throughout the Leader’s Guide and Participant Workbooks. 

· After viewing the program, consider using the “Pre-Program Quiz ~ Listening Skills” as group discussion questions and evaluate the different responses.

For Continued Success
· Change is more likely to occur if participants commit to implementing skills and techniques discussed during this course. Various resources are available illustrating commitment exercises. We have included “A Call to Action” exercise in both the corresponding Participant Workbook and this Leader’s Guide.

· In order to evaluate training success and identify areas to improve, provide participants with the opportunity to evaluate the training by using an evaluation survey. (See sample below.) This is a prime opportunity to identify future training needs.

· Hand out Telephone Doctor® Desktop Reminder Cards or the Key Points in the back of this guide. They provide participants with a quick reference of important Key Points discussed in the course. This enables participants to have an ongoing reminder of skills needed for improvement. 

TRAINING EVALUATION

Thank you for attending a Telephone Doctor® workshop today!

Please take a minute to let us know your feelings.

Rate the following: 1 - 5 (5 being the best)

( This course was useful & I enjoyed it
1
2
3
4
5
( Material related to my job
1
2
3
4
5

( Topics were clear & easy to understand
1
2
3
4
5
( I will use these skills
1
2
3
4
5
( Please rate the instructor 
1
2
3
4
5
( Overall rating for this class
1
2
3
4
5

Comments are appreciated: 



Your Name: 
 Date: 


Instructor: 


A Call To Action!

Experts say that it takes a minimum of 21 days to change a behavior. Your level of readiness to change will determine how successful you are, and how much time it will take. But you need to be ready, able and willing to make change happen in 21 days. Habits are hard to break.

Consistency is key. Practice Listening Skills both in the workplace as well as at home.

What will you commit to change in 21 days? Which Listening Skills will be most challenging to you and how do you intend on making the change? 
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PRACTICE, PRACTICE, PRACTICE and you’ll have more confidence!

It’s Fun To Be Good!
Closing Words

On the next page, you'll find a summary of the Key Points made in this course. They're crucial because they make a real difference to you and to your future. We urge you to do three things with them:

1.
memorize them;

2.
keep them in mind every time you talk with a customer; and

3.
practice them.

The last of the three is by far the most important. Knowing how to communicate effectively isn't good enough. You need to put what you know to use. You need to make it work for you. If you do, you'll get what we promised at the start of this course – more satisfaction from your job and a brighter future for your organization and for yourself. 

●
You've got the skills.

●
You've got the knowledge.

●
You've got the purpose.

●
THE REST IS UP TO YOU!  

Good Luck!

And Remember –

IT'S FUN TO BE GOOD!
Key Points: Listening Skills
1.
Decide to Be a Better Listener
♦
Decide to be a better listener.

♦
Remember—hearing is only physical, listening is intellectual.
2.
Welcome the Customer
♦
Be obviously friendly when you welcome the customer.

♦
Answer the customer’s request by saying, “You’ve called the right place!”
3.
Concentrate
♦
Give the customer your undivided attention.

♦
Focus on what the customer is saying.
♦
Avoid distractions. Do one thing at a time.
4.
Keep an Open Mind
♦
Don’t interrupt. Let customers finish what they start to say.

♦
Stick to the facts. Avoid assumptions.

♦
Remain objective. Don’t jump to conclusions.

Key Points: Listening Skills (Cont.)

5.
Give Feedback That You’re Listening
♦
Give verbal feedback clues to let the customer know you’re listening.

♦
Use a variety of verbal clues to avoid  sounding bored or mechanical.

6.
Take Notes While You Listen
♦
Always have paper and a pen or pencil by every phone.

♦
Use a system of abbreviations to make note taking easier and more effective.

♦
Repeat or rephrase the message back to the customer.
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REMEMBER:  Hearing is only physical; listening is intellectual.








REMEMBER: Be obviously friendly when you welcome the customer.





REMEMBER: Avoid distractions. Do one thing at a time.





REMEMBER: Give the customer your undivided attention.





Expect to hear assumptions like:


Maybe someone is ill – could it be Steve?


Do you think the paramedics are giving flu shots?


Maybe the ambulance broke down outside.





REMEMBER: 	Remain objective. Don’t jump to conclusions.





Do not say anything.


Stare blankly at the speaker.


Show no expression or gestures.





REMEMBER: 	Give verbal feedback clues to let the customer know you’re listening.





REMEMBER: 	Always have paper and a pen or pencil by every phone.








REMEMBER: 	Always have paper and a pen or pencil by every phone.
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