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1 day (8 hours)
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COST
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REGISTRATION DEADLINE
4 Feb 04
Call the Course Manager if you have a nomination but have missed the suspense; there may still be spaces available.




COURSE MANAGER
James Barnum, DSN 458-1205, or (410) 306-1205, Send an email message to the Course Manager if you are interested in taking this course: james.barnum@cpocner.apg.army.mil 




COURSE DESCRIPTION





This practical in-depth course focuses telephone etiquette and techniques including answering appropriately, screening, and managing calls.  It reinforces the importance of having a service mentality and properly handling difficult situations and upset, angry, or irate callers.  Voice tone, language, attitude and style recognition are addressed.  The program is highly interactive with participants having multiple opportunities for role-plays and interpersonal exercises.

COURSE OBJECTIVES:

· Use courteous and effective telephone skills

· Be a better listener

· Maintain a positive service attitude

· Control the call

       ( - Handle upset or irate callers
       ( - Reduce work errors, interpersonal tension, stress
       ( - Increase overall productivity

Key Topics/Issues Addressed:

       ( - The importance of effective telephone technique
       ( - First impressions; voice and tone
       ( - Positive phrases and phrases to avoid
       ( - Screening, transferring calls and message-taking
       ( - Active listening---importance and techniques
       ( - Using questions to control the call and provide better service
       ( - Managing the upset, angry, or irate caller
       ( - Using voice mail effectively
       ( - Telephone feedback
       ( - Commitment to change---Personal Action Plan





WHO SHOULD ATTEND AND PREREQUISITES





Government personnel at all levels with inside or outside their own agency and/or with non-government personnel.  This course maybe adapted also to specific functional workgroups such as help desk personnel, customer service staff, and/or administratively/support staff.
Check your Army Civilian Training Education and Development System Plan at http://cpol.army.mil/train/acteds   to see if course will satisfy the core competency requirements in your Career Program or Career Field.





METHOD OF INSTRUCTION





Lecture with audience participation/interaction and role-play.







HOW TO NOMINATE





FAX Page 1 (front only), DD Form 1556 to HRD, NECPOC (410-306-0163 or DSN 458-0163) by the registration deadline. Make sure Blocks 17, 19, 23, 25, 27 and 37 are properly completed. Include nominee's email address and Training Coordinator's phone number and email address in Block 18. If deadline for registration has passed, call the course manager or check the Northeast Region Monthly Course Announcement to see if spaces are still available. Please notify the Course Manager if special needs are required to accommodate an attendee (wheelchair access, interpreter, etc).

Do not attend unless you have received confirmation from the course manager. Although we try to accommodate all training needs, faxing a nomination to us does not guarantee a space allocation. Check with your activity Training Coordinator if you have not received confirmation two-four weeks prior to the class starting date.





 CANCELLATION POLICY





Contact the Course Manager to withdraw your nomination prior to the registration deadline to avoid being charged for the course. After the registration deadline, you will need to contact the course manager to cancel and determine whether your organization will be charged. We will avoid charging whenever possible but if we have contracted for the course and only have the minimum number required to pay the bill; we have no choice but to bill for late cancellations and "no shows." 





BILLING INSTRUCTIONS





DD Forms 1556 cannot be processed unless blocks 27, 29 and 37 are properly completed. Click here http://cpolrhp.army.mil/ner/hrd/02tp/payment_options.htm for instructions. 





