


Unit1-Call Center Layout . ............ . . . .. . it 4
Unit2-Tools & Equipment . .......... ... i e e 6
Unit 3-Work Hours . ... ... . e e e e 8
Unit 4 - Qualities of aRepresentative . . .......... ... ... ... ... .. . .. ... . 10
Unit 5= SKills 1 .. ... 12
Unit 6= SKills 2 .. ... .. 14
Unit 7-Basic ACtioNS . . ... ... .. . e 16
Unit 8 = Phone Communication 1 ........... ... .. .. .. . . . i 18
Unit 9 - Phone Communication2 . ......... ... ... .. .. . .. . . . . . 20
Unit 10 = Leaving MeSSages ... ........ ittt et e e 22
Unit 11 = Transfers . ......... . e e 24
Unit 12 -Taking Payments . . ... ... .. . . e e e 26
Unit 13— Call TYPpes . . . ..ot e 28
Unit 14 = ANSWering ServiCes . ............ ittt et et e 30
Unit 15 =Training ... .. ... ... e 32
GlOSSaANY . ... oot e e e 34
Unit1-Conversation Cycle 1 ........ ... .. . . . i et e 4
Unit2-Conversation Cycle 2 . ......... ... .. . . . e 6
Unit 3 - Inbound Calls: Customer Service ............. .. .. . i 8
Unit4 - Inbound Calls: TechSupport1 ......... ... .. .. .. .. . i, 10
Unit5-Inbound Calls: Tech Support 2 . . ........... ... i 12
Unit6—Outbound Calls: Sales 1 ........... ... ... . . i 14
Unit7-Outbound Calls: Sales 2 . ........... ... .. .. . i, 16
Unit 8 - Outbound Calls: Collections ............ ... ... ... ... .. . . .. 18
Unit9=-Technology 1 . ... ... . e e e e e 20
Unit 10=Technology 2 . . ... ... ... e 22
Unit 11 = Metrics . .. ... e 24
Unit 12 - Performance Evaluation . . ........... ... ... ... . . . .. . . . 26
Unit 13 = Performance Incentives . ........ ... ... .. . . . . 28
Unit14-Scheduling 1 . ... . . . . . 30
Unit15=-Scheduling 2 . ......... ... . . i e e e 32
GlOSSaANY . . ... e e e 34
Unit 1 - Time Management .. ... ... . ... . . e 4
Unit2-Language Barriers . ........... ... i e e 6
Unit 3-Handling Angry Customers . ............... ... it 8
Unit 4 - Handling Difficult Customers . . .......... ... ... ... . . . . . .. 10
Unit 5 - Handling Unusual Situations ............... .. .. .. .. .. .. ... .. . . i, 12
Unit 6 - Customer Relationship Management ...................................... 14
Unit 7 - Customer SatisfactionSurvey ............ .. .. .. .. ... .. . . 16
Unit8-Customer Privacy . ............... i e e e 18
Unit9-0nline Support 1 . ... . 20
Unit 10 -0nline SUPPOrt 2 . ... ... . e e 22
Unit11-Managing Stress . ........... . 24
Unit12=-Health . ... . . 26
Unit 13— OUutSOUrCiNg . . . ... ..o e e 28
Unit 14 = Management . ... ... .. . . . e 30
Unit 15 = Careers . . . ... 32
GlOSSaANY . ..o e e e e 34









