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Course Description 
 

This workshop aims to equip delegates with a basic knowledge and solid skill practice for 

improved telephonic communication. It can be tailored according to the needs and 

protocols within your business. 

 

Often being the first point of contact, the telephone is seriously under-rated as a factor 

in creating that vital first impression. Our aim is to educate businesses and employees to 

interact professionally with their respective customers, offering customer service and 

utilizing the telephone as a window of opportunity. The participants will learn the basics 

of customer service and how to project a professional telephone image. 

 

With the telephone still remaining the number one communication tool for today’s 

modern businesses it is vital that your teams and your customers interact professionally 

and that they understand the challenges faced in delivering the ever more demanding 

customer experience your customers expect. 
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Training Methodology 
 

Participants will gain from a 

combination of instructional methods 

including lecture by an experienced 

practitioner and consultant, 

exercises, negotiation of model 

cases, and group discussions 

covering current practices and their 

relationship to the implementation of 

concepts and techniques discussed. 

Program Outcome: 

Upon completion of this seminar, 

participants will benefit by learning:  

 

 The importance of telephone 

manners and its relevance to 

the organisations standing and 

repute 

 Practicing the relevant key 

skills required to be an 

efficient, cooperative and 

empathising caller through 

superb listening skills 

 The significance of worthwhile 

and relevant questioning 

during a call 

 Master easy-to-use strategies 

to calm down an angry 

customer 

 Understand the importance of 

both verbal and non-verbal 

communication in tough 

situations 

 A firm grasp on the skills 

required for outstanding 

telephone etiquettes 

 Understand the right tone of 

voice, pitch and style of 

communicating to use during 

each telephone conversation. 

 

  

Course Certificate 
  

Upon successful completion of the 

requirements of the course the 

candidate will be awarding two 

certificates. A certificate of achievement 

awarded and recognized locally provided 

by Knowledge Middle Earth Training 

Center. The following is the summary of 

the certificates: 

  

  

Who should attend? 
  

This course is designed for professionals 

who are motivated to implement proven 

solutions that will technically improve 

their business practices. 

 

 Tele-sales professionals 

 Call Centre Staff 

 Professionals seeking to improve 

their telephone etiquettes 

 Staff members who directly or 

indirectly communicate with 

internal/external customers 

 

Schedule: The program will commence 

at mutually agreed date, time, and 

place. 

 

COURSE FEE:   
 

For more information email @ 

vjose@kmetc.org.uk ; 

info@kmetc.org.uk 

 

 


