Positive vs. negative language

Instead of saying or doing... say or do...




Call-standards

3rings
Greeting - “Good morning ABC, Penny speaking, how may
| help you” (tone, speed clarity, energy also measured)

Acknowledgement — Acknowledge customers situation -

for example; “Certainly | can help”, “l am sorry you have
experienced” Exchange names - “Can |l ask who is calling”
before obtaining name/number

Benefit statement before questioning; “In order to be able
to help you can | ask” Question to establish full need/order

Listening noises - throughout
Clarifying/Confirming where appropriate

Use customers name up to three times during call -
Beginning, during and at the end

Solution - always state the way forward. The customer
should not have to ask when delivery is taking place

Ask; “Is there anything else | can help you with"” Cross sell
when ever possible if appropriate

Closing = Thank the customer and use their name

rightmove &



