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1. #1 trait employers want
In an employee
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2. 6 touch points of
communication



=" TELEPHONE ~
= DOCTOR’ % Tol S YTA

CUSTOMER SERVICE TRAINING

3. Don’t be too busy to be nice
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4. \When In doubt, leave It
out
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5. Chatty Cathy
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6. You are an interruption
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8. Greeting the customer (on
the phone and In person)
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9. Always & never; I'm sure &
| know
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10. Fast/slow talkers
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11. Enthusiasm
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12. Empowerment
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13. Don't ever argue with
a customer
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14. Can't do two things
well at once
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15. Be friendly BEFORE
you know who It IS
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16. Leave a great LAST
Impression
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17. Voice maill frustrations
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18. You called the right place
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19. Communications
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20. Killer words
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21. Email frustrations



Friendly Voice Newsletter
Sign up for our monthly newsletter at either
www.nancyfriedman.com
or

www.telephonedoctor.com
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