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	You must be able to: 

	1. Understand how to make telephone calls to customers.

	1.1 Explain the legislation and regulations relating to the use of customer information when planning to make calls.
	
	
	

	1.2 Explain the importance of keeping customer information up to date.
	
	
	

	1.3 Explain the reasons for organisational guidance on dealing with telephone calls.
	
	
	

	1.4 Explain the reasons for organisational identity checking processes.
	
	
	

	1.5 Explain how body language and facial expressions can be detected over the telephone.
	
	
	

	1.6 Describe different questioning techniques when dealing with customers.
	
	
	

	1.7 Explain organisational guidelines for what can and cannot be said or promised.
	
	
	

	1.8 Explain how to handle abusive calls from customers.
	
	
	

	2. Be able to plan telephone calls to customers.

	2.1 Identify the objective(s) of calls.
	
	
	

	2.2 Prepare the information needed to make calls.
	
	
	

	2.3 Plan the structure of calls.
	
	
	

	2.4 Identify customers’ likely responses and how they can be dealt with.
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	3. Be able to make telephone calls to customers.

	3.1 Use telecommunications equipment in accordance with organisational standards.
	
	
	

	3.2 Confirm the identity of customers in line with organisational guidelines.
	
	
	

	3.3 Make the customer aware of the purpose of the call as early as possible.
	
	
	

	3.4 Speak clearly, concisely and politely, using speech and tone to create rapport.
	
	
	

	3.5 Adapt their own communication style to meet customers’ needs.
	
	
	

	3.6 Listen actively to what customers are saying to collect as much information as possible.
	
	
	

	3.7 Give clear and concise information that meets customers’ needs.
	
	
	

	3.8 Record information in line with organisational guidelines.
	
	
	

	3.9 Complete agreed follow up actions after closing the telephone call.
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