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Delighting Customers for Call Centers

Delighting Customers for Call Centers is an intensive facilitator-led service-skills

training program for all Call Centers and Help Desks. In one day or eight

one-hour modules, your technical and non-technical phone

professionals learn to build customer loyalty with even

the most challenging customers while increasing your

Call Center productivity and quality.

YOUR AGENTS LEARN TO:

¢ Restore customer confidence after
negative experiences

* Reduce escalated and repeat calls

* Delight upset and complaining
customers

* Increase customer self-sufficiency

* Build rapport and connect with
customers

* Recognize unspoken needs to
increase sales

* Go the extra mile to delight customers

YOUR AGENTS MASTER “BEST-
PRACTICES” PHONE SKILLS USED BY
TODAY'S WORLD-CLASS CALL CENTERS
AND HELP DESKS, INCLUDING:

* Greeting, holding, and transferring

¢ Tone of voice, articulation, and
conversational flow

* Aligning, empathy, and listening

* Problem-solving, questioning, and
solution exploring

* Explaining and requesting to gain
acceptance

* Saying no, providing unpleasant
information, and negotiating solutions

* Resolving complaints and saving lost
customers

* Take responsibility and ownership of all
customer requests

* Advanced voice-mail, conferencing,
screening, and messaging techniques

PLUS, AN OPTIONAL E-MAIL MODULE
INCLUDES:

¢ The Ten Pitfalls of E-mail and how to
avoid them

* The eight steps to a Customer E-mail
Response System

¢ The fifteen occasions to avoid e-mail

* Use of templates, FAQs, and automated
responses

* And over 70 techniques to construct,
write, format, and edit customer e-mail
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* Build world-class best-practices phone skills

* Delight even upset and complaining
customers

* Reduce escalated and repeat calls

e Surpass industry call speed and quality
standards

* Increase customer capability and self-
sufficiency

e Uncover customer needs and increase sales

* Increase customer loyalty
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