
Further Development:
Influencing & Persuading Skills with an Introduction to Negotiating 
(IPN)
Going the Extra Mile: Achieving Excellence in Customer Service 
(GEM1)
Professional Reception Skills - The Face of the Company (ES) 

An equivalent course is available in Arabic and French. Please call 
us for details.

EXTRA NOTES

Developing Effective Telephone Skills

NTS11 Day

TOPICS COVERED
Effective Telephone Communication  

Managing Challenging Callers

assertive

Dealing with Difficult Situations

Staying in Control  

Personal Development

professional style

OVERVIEW

practise tools, tips and techniques involved in effective telephone 
communication.

to and understanding others, but also being efficient, confident and 
enthusiastic.

LEARNING OUTCOMES
By the end of this course participants will be able to:

DESIGNED FOR

basis, particularly those on: switchboards, reception, customer 
service units, help desks, and for secretaries, PAs and administrators.


