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This course outline should be used to determine whether the course is appropriate for the student, based on current skills and training needs.

	Duration:

	1 day

	Audience:

	Individuals who wish to improve their effectiveness using the telephone

	
Course Topics:

	

	· Communication
· Types of Communication
· Barriers on the Telephone
· Active Listening
· Getting the right message
· Answering the Telephone
· Taking Messages
· Planning & Organising
· Presentation
· Questioning Techniques
	· Behaviour & Image
· Understanding Behaviour
· Interpersonal Relationships
· Personal Image
· Dealing with strong personalities
· Making Telephone Calls
· Planning & Setting Objectives
· Establishing Information & Questions
· Practical Sessions


	
At Course Completion delegates will be able to:


	· Understand how to effectively communicate
· Understand the process of handling calls
· Plan how to communicate when making calls
	· Increase their confidence and understanding in Listening, Questioning and Responding
· Understand the behavioural aspects of telephone communication
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