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Key Messages


Language is key to communication and understanding



Communication and understanding are crucial when dealing with customers
and co-workers



Rapport is important to relationships and understanding



We can build a better rapport with customers through the language we use
and the pace at which we speak



Tune into your customers to make transactions easier and build relationships
quicker



Especially useful over the telephone when there is no visual information

Suitable for:
All skill levels and experience of delivering training including:
Managers / Team leaders to run in team meetings to focus team members on
customer service skills and behaviors.
Induction Training – these modules are designed to work flexibly. You can
include them in your induction or orientation training to focus new starters on
the importance of customer service.
Internal Training Sessions – short sharp sessions which can be run
as required to develop key customer facing skills within your business.
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Trainer’s Guide
What’s included in the Trainer’s Guide?
1.

High level session plan in table format which helps you understand:




the course timings
what you are aiming to achieve in the session and
how to go about it

2.

Detailed trainer’s guide which explains how to run the training session.

3.

Advanced options for more experienced facilitators.

You will also find in your In Tune Pack:
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PowerPoint Slide Pack; great as it is, but you can also customize
to your organization. Sessions can be delivered without using
PowerPoint if you don’t have the facilities, or prefer not to use
them



Workbook; all the PowerPoint slides in this handy workbook.
Ample space for participants to make notes as a useful reminder of
their session



Handouts; additional supporting handouts of key messages and
exercises. You could laminate these as a reminder of key messages
from the session.
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Running your In Tune session
The In Tune program is a series of modules which aim to help participants tune
in to the needs of each other, their customers and the business as a whole.
They are designed to inspire, motivate and educate individuals, team members
and employees to think about their behavior and the impact they have on those
around them.
In Tune has been designed to reduce the cost of training, cut development time
and add value to your organization. You can run each session alone or link
sessions together to make a program of activity.
In Tune Modules are designed so that line managers or trainers can run short
but effective training sessions keeping costs and disruption to the working day to
a minimum.
Designed to be delivered in one hour, there is also the flexibility to extend the
sessions and look at each of the content areas in more depth.
The comprehensive pack means that managers can use them in their team
meetings to keep key customer service messages alive.
There’s a focus on putting things into practice and you will see
the “Discuss and Do” icon as a reminder to everyone that they
need to commit to action as a result of the session.

How to get the most from this guide
Experienced Trainers
You’ll find a session plan which summarizes each stage of the session at high
level – it’s designed to be a “see at a glance” guide to running the session for
more experienced trainers, or bigger picture thinkers.
New to Training?
You’ll find a step by step guide which is useful to read through if you
are new to this type of training.
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Delivering Good Training
We believe good training is


Participative - so we’re encouraging you to ask questions, and get people
involved in the session ( it’s more useful for them, and it takes the pressure
off you )



Real – the more you are able to relate the content to the participants the
more interest you’ll generate. Don’t worry about remembering the content
word for word; focus on promoting a discussion which is relevant to your
people and your organization. Keep it Real



Action focused – people have to do something with their learning to
benefit from the training, so there is a focus on “Discuss and Do” within the
sessions. You can reinforce this with phrases such as “say it and do it” or
“make a promise, keep a promise”

As the trainer running the session it’s important that you flex the material to
make it relevant to the people you are working with, so this is put together as
guide not a script.
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Types of exercises you’ll find in In Tune
Individual exercise
Helps involve each participant, and gets them to think something
through for themselves. Working alone provides time for thinking
and reflection which we don’t always have time for in our everyday
activity.

Paired exercise
A low risk way of getting people to participate, and share their
ideas – some people hate speaking in front of a group and this is a
good way to get their involvement especially early on in a training
session. Choose the pairs carefully to help ensure everyone’s
involvement, stretch participants or manage louder or more
disruptive members of the group.

Group exercise
The larger the group of people taking part in an exercise the
greater the risk that someone will feel excluded or may hide in the
group. Check to make sure that everyone is involved, and
encourage quieter members to give their input.

Flipchart
Get the group to make suggestions and capture them on a flipchart.
This is a great way of encouraging participation.
If you have a capable, confident team encourage one of them to do
the writing, that way you can concentrate on what is being said and
by whom.
The flipcharts can then become posters that you can take back into
the workplace (if it’s not on public view) as a reminder of the
training session.
While a PowerPoint slidepack is included, you can run the
whole session by just using a flipchart if you choose to.
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Tips for timing
The timings for each component of the session are shown in the
left hand column of the Session Plan.
The timings have been thoroughly tested by new and
experienced trainers. Part of your role is to ensure that you
achieve all your outcomes within the session.
Sessions are participative and interactive. They have been designed for 6 – 8
people, but can be run with smaller or larger numbers. Please bear in mind that
larger groups may have more discussion, or take more time to feedback from
exercises so the 60 minute session may need to be extended.
It’s useful to run through the session plan and check the timings for each part of
the session. That way you can flex the session to meet the needs of the group
you are working with.
You may for example choose to run the timings as is, or you may choose to run
over two sessions, splitting out some of the exercises for pairs to work on
between meetings.
Here are some tips for keeping to time:

Give very clear instructions
If you aren’t clear in your instructions, or people start an activity without
listening properly you will either have to repeat your instructions, or intervene in
an exercise; which takes time.
Remember that if people are confused then energy levels drop, so clear
instructions keep people interested and energized throughout the session.

Include the time allotted
If you are allocating 10 minutes for a discussion, state clearly that the discussion
will last 10 minutes. Keep your eye on the time and let them know when they
have 2 minutes left.

Managing a useful conversation
If you are working with a group and the conversation is useful to
them, but is taking you away from your timetable, make a decision
as to whether to allow the conversation to continue or ask the group
what they would like to do.
It can be more important to have a useful conversation than stick to your
timetable, this is one of the judgments you have to make.
What you want to avoid is your session being hijacked
by unproductive conversations.
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Managing a conversation that is going off- topic
If the conversation is going off topic and is not useful e.g. participants are
complaining about something which is not related to the session or the
conversation is becoming counterproductive, then intervene by gently nudging
them in the right direction.
Take a time out, point out that you are not sure that this is a good use of their
collective time ( a 10 minute moan between 6 people is a 60 minute moan!).
Make an observation that they are going off course but route them back to
where you want them to go


Steer them back on topic
“We need to focus on……..”



Point out that they have gone off topic
“I think we’ve strayed from the point of this exercise”
“I’m not sure that we have time for this”
“I’m not sure that this is a good use of our time”



Ask the group as a whole whether the conversation is useful

Go through the timings in your head
Do they make sense? Do they feel right to you given the group you will be
working with? Do they have the right balance for the issues that you would like
to address in the training?
Run through a session plan before hand and make sure there is enough time
allocated to each exercise, discussion or activity for the people you will be
working with.
What are the critical pieces of the session you cannot leave out? For example,
action planning; the call to action at the end of a session or a course. Or could
you ask everyone to email you their action plan after the session?
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Session Plan
This shows in table form
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The likely timings of each part of the session



The PowerPoint slide you will need to refer to



The key messages or learning points for each part of the session



What you will need to do at a high level i.e. a flipchart exercise, an input,
a facilitation, paired exercises, group exercise, individual exercise

@Intelligent Dialogue

Timings

PowerPoint Slide /
Flip Chart
In Tune with
Language and
Pace PPT
Presentation

Session Objective & Key learning
Points
Music – Talk, Coldplay. Subject to
the appropriate licenses.

Handouts – see pages 45 - 55

Flipcharts and pens that work
Poster putty for posters / flipcharts
Projector and computer for
PowerPoint Presentation
speakers if playing music
Preparation – Print any handouts
you will use. Pages 45 - 55
Read through the session plan and
familiarize yourself with the
content.

Set Up

12

In Tune with
Language and
Pace Slide Pack
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Test PowerPoint presentation.
Play music as the delegates enter the
room

Training Activity

Timings

0.00 –
0.04

PowerPoint Slide /
Flip Chart
Why are we
here?
Connecting
with people
Language is
key
Rapport
Tune into your
customers

Session Objective & Key learning
Points
Welcome and to get participants to
focus on the session
To be clear on the purpose of the session
& demonstrate to participants it will be of
benefit to them
Purpose of this session
At the end of this session, participants will
know :




0.04 –
0.05
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the importance of making sure they
are understood, by using simple
jargon free communication
how to build rapport with customers
using language, tone and pace
how to match their pace to the
customer so the customer feels more
comfortable

Discuss & Do
During the training we will discuss lots of
points, but it is what we do with those
points afterwards that is important

Training Activity
Welcome
Trainer gives short positive
introduction talking through the
first slides
This will focus on the purpose of the
session, but you can also stress
that building rapport with
customers will benefit participants –
making their day easier and nicer
Clearer communication has lots of
benefits from being understood
more quickly to making fewer
mistakes.
How would this benefit the people
in the training course?

Trainer emphasizes the importance
of action after the training.
Discuss & Do

Timings

0.05 –
0.08

PowerPoint Slide /
Flip Chart
Good use of
language =
Understanding
Exercise

Session Objective & Key learning
Points
To achieve mutual understanding we
must use language precisely
We have to be careful with what we say
and the language we choose.

Call
Words that
mean different
things to
different people

Ask the group to shout out different
meanings of the word CALL
Tip: sometimes it is easier to ask
people to think of a sentence
containing the word e.g. “I’ll call my
sister”

Write the definitions on the flipchart
Summaries; there can be many
meanings for the same word.
Trainer Tip: see note on how to extend
the session which looks at this in more
detail on Page 42.
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Exercise on Page 45 - 46

You may want to refer to Page 46
which has several definitions.

Precise
language is
crucial
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Training Activity

The next slide shows some words
that can confuse. Does quite nice
mean very nice or only a little nice?
What one person views as
expensive another person would
find affordable. Likewise with good
service. These phrases mean
different things to different people.

Timings

0.08 –
0.10

PowerPoint Slide /
Flip Chart
Keep it simple
Keep it simple
answer

Session Objective & Key learning
Points

Training Activity

Words can confuse – it is always best to
keep it simple

Ask the group if they can
understand the paragraph on the
slide. What does it mean?

When dealing with customers we should
be easy to understand

Be worried if anyone can
understand that goobledygook!
The next slide reveals the plain
english version of the sentence.

0.10 –
0.13

What is
rapport?
Rapport
Building
Rapport
Notice the Gap

To help people build rapport with
customers
Rapport is
 being in sync with
 on the same wavelength as
 or being in tune with another
person
It is a skill and we get better with
practice. We can build rapport by
matching our language and pace to the
person we are speaking to.
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Trainer gives overview of the three
slides.
Tip: It’s often useful to ask people
whether they have met someone
and felt as though they have known
them for ever. That’s rapport.
We can build rapport even with
those people who we don’t feel on
the same wavelength as by
matching their language and pace,
and stepping into their world.

Timings

0.13 –
0.16

PowerPoint Slide /
Flip Chart
Close the gap
Translator

Session Objective & Key learning
Points
To help participants see ways they
can use language and approach to
close the gap.
We have to be versatile and
adaptable.

Training Activity
Trainer gives an overview of the
slides.
Our job is to close the gap so that
customers feel comfortable when
they do business with us.
This means that we often have to
act as translators; translating
company policies and procedures in
a way which is easy to understand
for our customers.
Customers are different. One size
doesn’t fit all; so we may have to
adapt what we’re saying and how
we’re saying it depending on the
customer we are dealing with.
Our language and tone are
important in this.
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Timings

0.16 –
0.20

PowerPoint Slide /
Flip Chart
I think you
have a good
voice

Session Objective & Key learning
Points
The emphasis we put on words can
change meaning.

Tone

0.20 –
0.30

Exercise

Training Activity
Ask people in the group to say “I
think you have a good voice” in
as many different ways as they can.
The answers are for you in the next
slide and the notes on page 47

A practical exercise that helps people
see how we use different language
and tone when we are dealing with
different people

Split the group into pairs. Each
person will be an A or a B.
Give all the A’s the handout on
Page 48
Give all the B’s the handout on
Page 49
Ask everyone to think about what
they will say to each person about
their parking ticket or their
workload. Give them no more than
a minute to do this – we want it to
be spontaneous and as they
normally speak rather than how
they write.
Ask A’s to work through their
situation with their partner
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Timings

PowerPoint Slide /
Flip Chart

Session Objective & Key learning
Points

Training Activity
Then swap and ask B’s to work
through their situation.
Pages 50 & 51 contain some
examples for you to use, either as a
prompt or in the debrief.

0.30 –
0.40

What does this
mean for you?
Speaking with
customers

To see that we should use language
and tone differently when we are
dealing with customers
This session is particularly useful if dealing
with young people in their first job roles.
It demonstrates that we should not be
overfamiliar with customers, or use slang
when speaking with them.
It helps to set or maintain the standard
you require.
Tip: We should take a lead from our
customers, but you as a company, team
or brand may have a line that you don’t
want people to cross in either being too
familiar or too formal with people.
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Bring the group together and ask
them what they learned from doing
this exercise
What does this mean for them
in terms of how they speak to
customers?
You can use slide 24 or draw a line
on a flipchart and ask them to think
about how formal or informal they
should be with customers.
This allows you to debate and
discuss and agree where this should
be.

Timings

0.40 0.50

PowerPoint Slide /
Flip Chart
Pace is the
speed at which
we speak
People speak at
125 words per
minute on
average

Session Objective & Key learning
Points
To understand what pace is, and that
matching pace with the customer
makes the customer feel more
comfortable.
They will become aware of how
quickly they speak

Trainer to give short input on first
three slides.
Ask the group how a person who
speaks slowly would feel when
speaking with someone who speaks
quickly. ( they may feel under
pressure, and become flustered )

Which speed
should we
speak?

Trainer Tip: It’s also worth mentioning
that we may say some phrases several
times a day to customers.

Match Pace

How might someone who speaks
quickly feel speaking to someone
who speaks slowly? ( they may
become frustrated and interrupt)

But for that customer it may be the first
time they have heard it so we need to
make sure we adapt to their pace and
don’t rush them through something
important.

When you watch people who seem
really in tune with each other, they
often walk at the same pace.

Doing that just leads to confusion,
frustration and more questions.
Contact Centers:You can adapt this exercise by asking
people to explain a company policy they
are very familiar with.
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We should aim to match the pace
with customers – they will feel more
comfortable.
Split the group into pairs.
Give out How do I sound?
handout on Page 52 & 53.

Timings

PowerPoint Slide /
Flip Chart

Session Objective & Key learning
Points

Training Activity
Sit back to back. Person A describes
something they like to do for no
more than one minute. Person B
listens to them paying attention to
how quickly they speak, writing
Person A’s initials on the scale on
Page 52.
Discuss. Swap roles and repeat.

0.50 –
0.59

Action Plan

Action Plan
What action will you take from this
session?
How do you think this will help you, your
customers, or your organization?

Commitment to Action

0.59 –
0.60
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Play Music as they are leaving

Individual activity, where each
participant commits to an action
plan that helps develop good habits
that deliver great customer service.
Trainer: the onus is on the
participants to look for ways they
can put their learning into practice
in a way that will help customers.
Participants turn to a partner and
discuss. If you have time, each
person talks through their actions
to the group

Detailed notes
You will need
Music (optional) – Talk; Coldplay*
*Subject to the appropriate Licenses.
Handouts
Call Page 45 – 46
I think you have a good voice 47
Exercise – Parking ticket 48
Exercise – Workload 49
Exercise notes 50 – 51
Pace 52 – 53
Dealing with strong accents 54
Action Plan 55
Workbooks if you choose to use them
Computer, projector and PowerPoint slides if you choose to use them
Speakers if playing music
Poster putty for posters / flipcharts
Flipchart paper and flipchart pens

Preparation:
Before you run the session think through the number of groups /
pairs you will split down into for the exercises. It can be useful to
think through the pairings. Will you for example put a more
experienced person with a less experienced person? Will you put
someone strong and positive with someone who is more negative to
help balance their views?
Having an idea of who you will pair together will help the session run
to time.
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Set Up
Set up the projector and check that the PowerPoint is clear and in focus, if you are
using the PowerPoint slidepack.
Check you have everything you will need.
Play the music as the participants enter the room. For In Tune with Language and
Pace we suggest Talk, Coldplay
You must have the necessary licenses and permissions to play music in
public according to the country you are based in.

Why are we here?

22
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Session

Why are we here?

4 minutes

Objective

Welcome & focus on the reasons for the session.
To be clear on the purpose of the session & demonstrate to
participants that it will be of benefit to them.
Purpose of this session
At the end of this session, participants will know :
the importance of ensuring they are understood, by using simple
jargon free language
how to build rapport with customers using language, tone and
pace
how to match their pace to the customers so the customer feels
more comfortable

Training
Activity

Welcome
Trainer gives a short positive introduction talking through the
first slides to help participants understand why the session is being
run.
This will focus on the purpose of the session, but you can also stress
that building rapport with customers will benefit participants – making
their day easier and nicer
Clearer communication has lots of benefits from being understood
more quickly to making fewer mistakes.
How would this benefit the people in the training course? If you
have time you can ask this question. Getting things right first
time makes a big difference to customers, frustrations, and
workload
This module is particularly useful if you deal with
people by telephone
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Connecting with people
• The more we tune into people the
more comfortable they feel.
• The more comfortable they feel, the
easier it is to get our message
across

Language is key to
communication and
understanding

Rapport
• We can build a better
rapport with customers
through the language we
use and the pace at which
we speak

24
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Tune into your customers
• to make transactions easier
and build relationships quicker
• Especially useful over the
telephone when there is no
visual information

• Discuss and Do

Session

Discuss & Do
1 minute ( 4 minutes to 5 minutes )

Objective

To help participants see the importance of action
following the training session.
During the training we will discuss lots of points, but it
is what we do with these points afterwards that is
important.

Training
Activity

25
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Trainer to give a short input on the
importance of action after the training session
– discuss and do.

Good use of Language
=
Understanding

Session

Good Use of Language = Understanding
3 minutes ( 5 to 8 minutes )

Objective

To achieve mutual understanding we must use language
precisely
We have to be careful with what we say and the language we choose.
Exercise on Page 45 and 46 ( don’t give out Page 46 until they
have completed the exercise as it shows the answers )

Training
Activity

Ask the group to shout out different meanings of the word CALL
Tip: sometimes it is easier to ask people to think of a sentence
containing the word e.g. “I’ll call my sister”
You may want to refer to Page 46 which has several definitions.
Ask for the definitions and write them on the flipchart
Summaries; there can be many meanings for the same word.
The next slide shows some words that can confuse.
Does quite nice mean very nice or only a little nice?
If something is fine is that OK, or more than OK or only
just OK?
What one person views as expensive another person
would find affordable, likewise with good service.
These phrases mean different things to
different people.
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Exercise
Write down the
meaning(s) of the word
call

Demand
“call the
Police”

Make a
(phone)
call

To call out
for help

CALL

To criticize
someone

27

© Intelligent Dialogue

To name
“what will
you call the
baby?”

Words that mean different things
to different people
•
•
•
•

Fine- that’s fine
Quite – he was quite nice
Good service
That’s expensive

Using precise and
carefully chosen
language is crucial

28
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Keep it Simple
"There was not currently a gap on the
spectrum of adequacy sufficient to
conclude that the provision of
pharmaceutical services is not currently
secured to the standard of adequacy."
Hospital Trust

Session

Keep it simple
2 minutes ( 8 to 10 minutes )

Key
Learning
Points

Words can confuse – it is always best to keep it simple
When dealing with customers we should be easy to understand

Training
Activity

Ask the group if they can understand the paragraph on the
slide.
Be worried if anyone can understand that gooblydegook!
The next slide reveals the plain english version of the
sentence.

Keep it Simple
“We don’t need
another pharmacy”

29

© Intelligent Dialogue

What is rapport?

Session

What is Rapport?
3 minutes ( 10 to 13 minutes )

Objective

To help people build rapport with customers through
language and pace
Rapport is
 being in sync with
 on the same wavelength as
 or being in tune with another person
It is a skill and we get better with practice. We can build rapport by
matching our language and pace to the person we are speaking to.

Training
Activity

Trainer gives overview of the three slides.
Tip: It’s often useful to ask people whether they have met
someone and felt as though they have known them for ever.
That’s rapport.
We can build rapport even with those people who we don’t
feel on the same wavelength as by matching their
language and pace, and stepping into their world.
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Rapport
• Being in Sync With
• Being on the Same Wave Length
• Being In Tune With

Building Rapport
• adapt what we say and how
we say it to the person we are
communicating with

Notice the Gap
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Close the gap

Session

Close the Gap / Translator
3 minutes ( 13 to 16 minutes )

Objective

Training
Activity

To help participants see ways they can use language and
approach to close the gap.
We have to be versatile and adaptable.
Trainer gives an overview of the slides.
Our job is close the gap so that customers feel
comfortable when they do business with us.
We often have to translate company policies and procedures in
a way which is easy for our customers to understand. If you
have complex policies or procedures that you have to explain
to customers, introducing the idea of being a Translator can be
useful.
Customers are different and one size doesn’t fit all – so we
may have to adapt what we are saying and how we are saying
it depending on the customer we are dealing with.
See note on how to extend the session on Page 42
Our language and tone are important in this.
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Translator

CUSTOMER

CUSTOMER

ORG

YOU

CUSTOMER

I think you have a
good voice
How many ways can you say this?
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Session

I think you have a good voice
4 minutes ( 16 – 20 minutes )

Objective

The emphasis we put on words can change meaning
Ask people in the group to say “I think you have a good
voice” in as many different ways as they can.

Training
Activity

The answers are below, in the next slide and the notes on Page 47
which you may choose to give as a handout.
I think you have a good voice ( but only me )
I think you have a good voice ( I’m not sure but I could be right )
I think you have a good voice (you are better than the other voices)
I think you have a good voice ( your voice is good )
I think you have a good voice ( this is your best feature )

Tone
•
•
•
•
•
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I think you have a good voice
I think you have a good voice
I think you have a good voice
I think you have a good voice
I think you have a good voice

Exercise
• Person A - you have a parking
ticket
• Person B – you are very busy at
work, and lots of your colleagues
are ill

Session

Exercise
10 minutes ( 20 to 30 minutes )

Objective
Training
Activity

A practical exercise that helps people see how we use
different language and tone when we are dealing with
different people
Split the group into pairs. Each person will be A or B
Give all the A’s the handout on page 48
Give all the B’s the handout on page 49
Ask everyone to think about what they say to each
person on the handout about their parking ticket or their
workload. Give them no more than one minute to do this – we
want it to be spontaneous, and as realistic as possible; as people
would nornally speak. If people write things down, they tend to
change the grammar and feel of the spoken word.
Ask A’s to work through their handout with their partner ( 3 -4
minutes )
Then swap and ask B’s to work through their situation. ( 3
– 4 minutes )
If you have more time you may want to ask the
group for some examples .
You may want to refer to Pages 50 & 51 where we
have given you some examples to use. You can
use these as a prompt or in the group discussion
which follows.
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What does that mean
for you?

Session

What does this mean for you?
10 minutes ( 30 to 40 minutes )

Objective

We should use language and tone differently when we are
dealing with customers
This session ( and the previous exercise ) are particularly useful
if dealing with young people in their first job roles. It
demonstrates that we should not be over familiar with
customers, or use slang when speaking with them.
This helps to set or maintain a standard you require.

Training
Activity

Bring the group together and ask them what they have
learned from doing this exercise
Participants usually say that they should talk to
customers differently than how they speak to friends.
That’s a good learning point, but it’s not enough. For
this to be really useful we need to be clear on how
differently we speak to customers.
You can use slide number 24 or draw a
line on a flipchart and ask participants to
think about how informal or formal they
should be with customers.
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We should take our lead from our customers, but you as an
organization, team or brand may have a line that you don’t want
people to cross in either being too familiar or too formal with
people.
This allows you to debate and discuss where that should be.
This session can be extended if you have more time. You can
discuss how it’s appropriate to talk to co-workers and coworkers. You can dicuss the use of written language with
customers, and the use of text abbreviations on internal notes
and emails.

Speaking with Customers
Informal

37

© Intelligent Dialogue

Formal

Pace is the
speed at which we speak

• People speak at 125 words per
minute on average
• 195 words per minute is the
fastest 105 the slowest

Session

Pace is the speed at which we speak
10 minutes ( 40 to 50 minutes )

Objective

To understand what pace is, and that matching pace with
the customer makes the customer feel more comfortable.
They will become aware of the pace at which they
speak

Training
Activity
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Trainer talks through the two slides above.

Ask the group how a person who speaks slowly would feel
when speaking with someone who speaks quickly. ( they
may feel under pressure, and become flustered )
How might someone who speaks quickly feel speaking to someone
who speaks slowly? ( they may become frustrated and interrupt )
We should aim to match the pace with that of the customer. They
will feel more comfortable.
Make the point when you watch people who are really in tune with
each other, they are often walking at the same pace, in step with
each other.
Trainer Tip: It’s also worth mentioning that we may say some
phrases several times a day to customers.
But for that customer it may be the first time they have heard
it so we need to make sure we adapt to their pace and don’t
rush them through something important – especially if we are
giving them information to understand.
Doing that just leads to confusion, frustration and more questions
Contact Centers: You can adapt this exercise by asking
participants to explain a company policy that they are familiar
with.
Split the group into pairs, A & B. Give out the Pace
Handouts on Page 52 & 53
Sit people back to back. Person A describes something
they like to do for no more than one minute (you may
need to prompt vacations, hobbies,)
Person B listens to them talking and places them on
the scale on Page 52
Discuss
Swap roles and repeat.
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How quickly should we
speak with customers?
Fast

Slow
105

115

125

135

145

155

165

175

Words per minute

Match Pace
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185 195

Action Plan
• What action will you take from
this session?

• How do you think this will help you,
your customers and your organization?

Session

How can we use language and pace?
9 minutes

50 – 59 minutes

Objective

To get everyone to commit to action that they will put into
practice when they get back to work

Training
Activity

In order to introduce the Action Plan, refer back to “Discuss
& Do” – this is now the “Do” part.
Participants will focus on their action plan to transfer their
learning into the real world.
The Trainer will ask each participant to complete
an Action Plan which asks them to consider:
What action will you take from this session?
How do you think this will help you, your
customer, and your organization?
The onus is on the delegates to think
about how they sound to customers. How helpful
do they sound?
Delegates discuss their Action Plans with a
partner; OR
Delegates make their commitment publicly to
the group in a closing round.
Play music as they are leaving.
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Adapting the Course to YOU
These modules are generic and designed to be run quickly and easily. However,
there are ideas to help you tailor the material so that it is more relevant to your
organization, your customers and your people.

Advanced Options
If you have more time or are able to split the session into two meetings, you can
spend more time on each component part of this module, looking at each part in
more depth, and asking participants to consider how this applies to them in the
real world of their daily activity.
This module works very well with In Tune with Choosing your Attitude which is
about our attitude and how it impacts ourselves and the people around us. It looks
at making key phrases we use with customers more positive.
This module also works really well with In Tune with The Customer’s World, which
is about understanding your customer types. This module would then extend this
and you could ask people to think about how their language would need to adapt
depending upon who they are talking to.

Extending the session
Good Use of Language = Understanding
If the exercise with the word “call” on
meeting with the word PLAY ( to put
something seriously as in playing at
people to define what they mean by
things to different people.

Pages 45 & 46 was useful, repeat in another
on a play, to play, to have fun, to not take
it) You can also use “good service” to get
good service – this phrase means different

Words that confuse
This exercise can be extended to explore words which confuse in your
world. Ask the group where they think there is confusion. Split people
into pairs and ask them to think through better ways of explaining these
phrases to customers. A good tip is that anyone should be able to
understand the phrases.
Jargon Busters
Ask participants to think of the jargon that is
used within your organization and how this
could be better explained to a customer.
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What does this mean for you?
This session can be extended in three ways
1) You can use this session to agree on some standards around speaking with
customers relevant to your organization. For some, calling someone “sir” is to
be preferred, for others this would be inappropriate. You can discuss and agree
on a list of phrases that should be encouraged and a list which people should
avoid.
2) Discussing how it’s appropriate to speak to each other in a team or a
department. Setting some ground rules can be really helpful if customers can
overhear what is being said e.g. in a hotel, shop or by picking up background
conversations while on the telephone.
3) How could this apply to written language? Text speak and abbreviations are
being used in internal notes on computer screens and emails ( sometimes even
to customers ). These can lead to confusion if people don’t understand the
code. What’s your standard?
Doing Business by Telephone / Contact Centers
You can use this module to explain policies, procedures and instructions to help
people think through how things should be explained to customers.
You can explore a list of things from:





how to pay a bill
explaining your invoices
your credit procedures and policies
how people use an automated facility

Build your own list to use in the session

Power of Words
If you can access YouTube videos, have a look at:
http://www.intelligentdialogue.com/resource/the-power-of-words/
These short films are powerful in making people think about the
power of the words they choose.
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Dealing with strong Accents Page 54
There is a bonus handout for you to use if your people struggle to understand and
help people with strong accents.

Session Review
Review the session at a follow up meeting to:
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remind participants of the key messages – keeping them to the
front of their mind



discuss what is working for them and what they are struggling
to put into practice



revisit their collective action plan, celebrate their successes and
encourage them to continue to put their learning into practice
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Handout

Call
Jot down as many meanings as you can think of for the word “CALL”
It is sometimes easier to write a sentence with the word in, so that we can see
how it is used differently.
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Handout

Call
I’d hardly
call them
happy

Too close
to call

She calls
the shots

To call out
for help

The call of
duty

To criticize
someone
Demand
“call the
Police”

To call into
question

CALL

To order or
request “she
was called for
jury service”

Animal
sound
“duck call”
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“that calls
to mind”

Roll Call
To name
“what will
you call the
baby?”

Handout

I think you have a good voice
I think you have a good voice
but it’s only me that thinks it

I think you have a good voice
I’m not sure but I could be right or wrong

I think you have a good voice
You are better than the other voices

I think you have a good voice
Your voice is good – no room for doubt, emphatic

I think you have a good voice
This is your best feature
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Handout

Exercise
Person A
Imagine you have just gotten a parking ticket
Tell the following people and note how you use different language and tone
with each person
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Your best friend



A work colleague in a public place



A work colleague in a private place



Your boss ( assume it’s a company car)



Someone you don’t want to tell, a parent, your other half



Write this down as though you are writing a novel and the parking ticket is a key
moment, that really upsets the hero of the book, it’s the final straw for them in this
chapter
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Handout

Exercise
Person B
Imagine you are very busy with work, and there is a virus which means you
are short-staffed
Tell the following people and note how you use different language and tone
with each person
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Your best friend



A work colleague in a public place



A work colleague in a private place



Your line manager



A customer who is unhappy with the service



Write this down as though you are writing a report to a senior manager explaining
why productivity has dropped.
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Handout

Exercise
Parking Ticket
Notice how we use different language and tone to convey the same information to
different people in different situations
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Your best friend
“****!!! I just got a parking ticket, can you believe it? I didn’t know you shouldn’t
park there – that’s more money for me to shell out”
Likely to be very informal, and tell them how unhappy you are. The tone of voice
here will communicate a lot.



A work colleague in a public place
Should you be discussing this where customers can overhear you?
What’s appropriate in your place of work?



A work colleague in a private place
“I got a parking ticket yesterday – I parked just on the corner, but that’s a newly
restricted area”



Your boss ( assume it’s a company car)
“I’m really sorry, I got a parking ticket yesterday, I parked on the corner, but
they’ve just changed the parking regulations there, perhaps we ought to tell
everyone”



Someone you don’t want to tell, a parent, your other half
“I’ve got something to tell you and I don’t want you to be mad with me, I got a
parking ticket yesterday” There might be an apology in there.



Fiction
I walked back to the car, after what had been a long hard day, to
find a parking ticket. The parking gods had deserted me, and the
wiper blade cut through the parking ticket like the fine would cut
through my bank balance.
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Handout

Exercise
High Workload
Notice how we use different language and tone to convey the same information to
different people in different situations
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Your best friend
“I’m so tired, we’re so busy at work, everyone’s sick, they are dropping like flies,
but the phones keep ringing. It’s getting very stressful, when I get in I just want
to sleep but I have to get the kids organized. It’s that virus that’s going around….”



A work colleague in a public place
“Kara, Tony and Sal won’t be in work today, so what do we need to do to manage
their customers?”



A work colleague in a private place
“Wow, those phones haven’t stopped ringing today, we’re all working hard with
Kara, Tony & Sal being off with this virus”



Your line manager
“With Kara, Tony & Sal all away, we’re managing to do xyz, but we are struggling
to keep on top of abc”



A customer who is unhappy with the service
“I’m sorry that you’ve had to wait, we are very busy helping customers at the
moment, how can I help you?”



Write this down as though you are writing a report to a senior
manager explaining why productivity dropped.
During this week, the department staffing levels were affected by
the x virus. We were able to process 93% of orders within 3 hours,
however, we did receive 5 more complaints about service during
this time, all of which I have spoken to and all of which are happy.
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Handout

Pace

HOW DO I SOUND?
Use this form to mark where your partner is on this scale. You do not have to count
the words per minute – just listen and get a sense of how quickly your partner speaks

Pace

Slow

Words
per
minute
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Fast

Handout

Pace
Where should we be?
If you speak too quickly for the person you are speaking to they will not
understand you or feel that you are rushing and pressuring them, particularly in a
sales situation.
Remember that the information you give out, you may say several times a day,
and say this quickly because you know it so well. This may be the first time a
customer has heard this information and so you need to speak slowly and clearly
so that they can understand you. Customers will need time to process complex
information.
If you speak too slowly for the person you are speaking with they may become
bored, impatient and may finish your sentences for you. If they become frustrated
with you it will affect the interaction.
Aim to match your pace with the person you are speaking to.
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Handout

Dealing with Strong Accents
The following are useful tips for dealing with someone with a strong accent, especially when
you are talking to them on the telephone.
Listen
Stop what you are doing when the other person is speaking. Your brain will need to focus
on listening to what is being said rather than looking for information in your system.
Focus
Your job is to help the person who is calling. They may be very frustrated that they
cannot make themselves understood, so slow the call down, and concentrate on listening
and leading the call.
Don't Pretend to Understand!
If you don't understand the person you're speaking with, it's perfectly okay to gently tell
them you're having a little bit of difficulty understanding them. You won’t be able to help
them with their query if you don’t fully understand it. Remember “ I want to get this right
for you……………”
Don't Rush
Slowing the call down can help you to understand the accent and focus on how you can
help.
Repeat Key Words
This is where your summarizing skills will help you. Explain you want to
get it right for the caller, and that you would like to check you have
understood correctly.
Spellings
Don’t guess at critical information ask people to spell key words such as
names and companies, and practice your pronunciation back to the caller
if you are unfamiliar with the name they are giving you.
Don't Shout
They have an accent they are not deaf.
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Handout

Action Plan

What action will you take from this session?

How do you think this will help you, your customers and your organization?
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Ten staff training modules that you can deliver
Being your best

Being in tune with your best is about striving for excellence in
everything you do. Show your team how they can make a real
difference to customers and co-workers and feel good about their own
role.

Understanding the bigger
picture

How to focus attention on the value of the work you do and the
difference you and your team make to your organization.

Listening to understand

Being listened to matters to the customer. Discover the art of
listening and reap the benefits — getting things right first time and
improving customer satisfaction.

The customer’s world

Putting yourselves in your customers’ shoes makes things run
smoothly and transforms the customer relationship. Learn about key
customer types, identify their needs and find out how to help them.

Language and pace

It’s not what you say, it’s the way that you say it. Find out how to
build a better rapport with customers through language — especially
if you deal with customers over the telephone.

Being in tune with each other

How effective is your team? Discover how to be in tune with each
other so that your team delivers better results.

Choosing your attitude

Help your staff to understand the choices they make around attitude.
Being positive feels good and it has real customer service benefits.

Motivation

When we understand what motivates us and those around us we can
become more influential. This module allows team leaders to discover
what motivates their team

Being extraordinary

This session will show your staff that they have a choice — they
can be ordinary or they can go the extra mile. The difference in
customer satisfaction is huge.

Recognition

Discover the power of feedback, positive strokes and recognition.
This powerful team-building session allows participants to recognize
their own strengths and the strengths of the team.

An In Tune™ DVD is available to promote the core customer service
message - connect, understand, help – in a powerful way.
You can buy the DVD and other In Tune modules at:
www.intelligentdialogue.com/training-materials/
For more information, call Intelligent Dialogue on
(+1) 617 939 9631

or

+44 (0) 845 450 0988

or visit
www.intelligentdialogue.com
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