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Key Messages
•

Listening helps people to connect

•

Listening helps understanding

•

Understanding helps us to get it right … first time

•

Getting it right helps to build trust

•

Trust builds relationships

•

Relationships help team work

•

Team work helps business, morale, customer service, performance

•

We all like to feel understood, listening helps understanding
This is a key module to use in conjunction with the in Tune™ video – Connect,
Understand, Help™.

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 trainers 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 customize to your
organization. Sessions can be delivered without using PowerPoint if you don’t
have the facilities, or prefer not to use them.

•

Handouts for participants. These are kept to a minimum so that your
preparation time is minimized. Handouts help people focus on and take action
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 at 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
The following is a step by step guide to running your in Tune training session.
Experienced Trainers
You’ll find a session plan which summarises 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 a 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 to encourage 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 slide pack 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 energised 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 hi-jacked 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.
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Timings

PowerPoint Slide /
Flip Chart
in Tune with
Listening Slide
Pack

Session Objective & Key learning
Points
Music – music will be Listen, by
Beyoncé – subject to the
appropriate licenses.
Handouts if you choose to use
them.
Flipcharts and pens that work
Power Putty for posters /
flipcharts
Projector and computer for
PowerPoint presentation (speakers
if playing music).
Preparation: Print handouts –
see page 37,38,39 and 40.
Consider the pairings or small
groups you will split people into
for the exercises.

Set up

12

in Tune with
Listening Slide
Pack
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Activity you must do to set up
Test PowerPoint presentation and
play the music as the delegates
enter the room.

Training Activity

Timings

0.00 –
0.03

PowerPoint Slide /
Flip Chart
Why are we
here?

Session Objective & Key learning
Points
Welcome to get people to focus on
the session
To be clear on the purpose of the session
and demonstrate to participants it will be
of benefit to them.

Training Activity
Welcome
Trainer gives a short, positive
introduction about the importance
of listening as a key
communication skill.

Purpose of this session
By the end of this session, participants
will:



0.03 –
0.05

Discuss & Do

understand the importance of listening
develop their listening skills

Discuss & Do
During the training we will discuss lots of
points, but it is what we do afterwards
which is important.
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Trainer emphasizes the
importance of action after the
training – Discuss & Do.

Timings

0.05 –
0.12

PowerPoint Slide /
Flip Chart
Why should we
listen?
Listening helps
people to
connect
Listening is key
(optional)

0.12 –
0.17

Session Objective & Key learning
Points
Why should we listen?
Listening has some real personal and
business benefits.
It builds:






understanding
accuracy
trust
relationships
teamwork
business, morale, customer service,
performance

Ask the group what they see as
the benefits of listening.
Discuss and capture on a flipchart
and refer to the summary slide
headed “listening helps people to
connect” which outlines how
important listening is to
relationships and to organizations.
The “Listening is Key” slide helps
you link the module to the in
Tune DVD if you wish to use it.

What is
listening?

The difference between hearing &
listening

Ask the group what the difference
is between hearing & listening?

Active Listening

The key learning point is that listening is
active, especially in customer service.

People often get the two mixed
up. They may say listening is
about making sense of something.
We are born with hearing; we
learn to listen.

When we are helping customers we have
to make sure that we listen with focus and
attention.
We have to process that information
(perhaps while we are searching for
information in a computer system ).
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Give out the handout on page 37.
Talk through the handout.

Timings

PowerPoint Slide /
Flip Chart

Session Objective & Key learning
Training Activity
Points
We have to make sure we understand
what is being said
We have to decide what to do with the
information
We have to take the necessary action, in a
customer service context - helping people
with what you do and say.

0.17 –
0.27

Listening
Exercise

To demonstrate the importance of
focus, attention and concentration
when listening

Split the group into three and
allocate each group a letter A, B
or C.
Distribute the handouts. Page 38
to Group A, Page 39 to Group B
and Page 40 to Group C.
Tell each group to listen carefully.
Group A will be listening but can
not write anything down.
Group B will be listening and
writing from 100 backwards –
i.e. 100, 99, 98. Give a prize
for the person who gets
furthest most accurately.
(Optional)
Group C will be listening
and allowed to take
notes.

15
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Timings

PowerPoint Slide /
Flip Chart

Session Objective & Key learning
Points

Training Activity

Give the instructions for this
exercise found on pages 41 & 42.
In this exercise the people who
take notes usually get more right,
followed by the people just
listening, followed by the people
who are counting backwards.
When the brain is distracted by
something, it affects our ability to
listen.
0.27 –
0.35
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What does that
tell us about
listening?

© Intelligent Dialogue

To cause the group to reconsider what
that means for them in the job they do,
i.e. how they can listen better and connect
more with customers. The key learning is
whatever conditions they operate in, they
need to pay attention to and focus on
the customer or the person who is
speaking.

Ask the group what this exercise
tells them about listening.
How does this relate to their
everyday role? They may have
distractions such as noise, lines of
customers, complex computer
screens to negotiate or a
customer where English is not
their first language.

Timings

0.35 50

PowerPoint Slide /
Flip Chart
We all like to
be understood

Session Objective & Key learning
Points
The importance of summarizing to
help listening and understanding
Summarize, clarify, confirm, check.

Training Activity
Introduce this exercise by telling
them there is a big tip to helping
them listen, which the exercise will
demonstrate.
Split group into pairs, one person
will be A and one person will be B.
Give everyone a blank sheet of
paper. This is a simple yet effective
exercise.
Ask everyone to write down 5 key
things they did yesterday or 5 key
things about their ideal vacation.
A’s will talk through their 5 key
things while B’s ask questions and
repeat back pieces of key
information to clarify their
understanding.
Allow 4 minutes then stop the
exercise.
Ask B’s to summarize back what
they learned or found out.
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Timings

PowerPoint Slide /
Flip Chart

Session Objective & Key learning
Points

Training Activity
Swap roles and repeat.
Ask the group to consider how this
helped them collect key information
and understand the information
they were listening to.

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, and 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
listening habits that deliver great
customer service.
Use the Action Plan on page 43.
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) – “Listen” by Beyonće*
*Subject to the appropriate Licences.
Handouts
Active Listening Page 37
Active Listening Exercise Group A Page 38
Active Listening Exercise Group B Page 39
Active Listening Exercise Group C Page 40
Active Listening Exercise Trainer’s Notes Page 41-42– Do not distribute to
the group
Action Plan Page 43

Workbooks if you choose to use them
Computer, projector and PowerPoint slides if you choose to use them
Speakers if playing music
Power Putty for posters / flipcharts
Flipchart paper and flipchart pens
Prizes for the listening skills exercise – can be pens, candy bars, fruit
etc.

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 end on 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 slide pack.
Check you have everything you will need.
Play the music as the participants enter the room. For in Tune Listening we
suggest “Listen” by Beyonće.
You must have the necessary licences and permissions to play music in
public according to the country you are based in.

with
Listening
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Why are we here?

Session

Why are we here?
3 minutes (0 minutes to 3 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.
By the end of this session, participants will:
 understand the importance of listening
 develop their listening skills

Training
Activity

Welcome
Trainer gives a short positive introduction about the
importance of listening especially when interacting with
customers.
This session also contains some fun exercises to help
develop listening skills.
This module is particularly useful if you speak with
customers by telephone, and have to use a
computer at the same time.
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Discuss and Do

Session

Discuss & Do
2 minutes (3 minutes to 5 minutes)

Objective

To help participants see the importance of action following the
training session.

Training
Activity

Trainer to give a short input on the importance of action
after the training session – discuss and do.
During the training we will discuss lots of points, but it is
what we do with these points afterwards that is
important.
Putting our learning into practice, makes a difference to us we’re developing a skill. That skill also helps the customer and
our organization.
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Why should we listen?

Session

Why should we listen?

7 minutes (5 minutes to 12 minutes)

Objective

To demonstrate that listening has some real personal and
business benefits. It builds:







Training
Activity

understanding
accuracy
trust
relationships
teamwork
business, morale, customer service, sales and
performance

Ask the group what they see as the benefits of
listening.
Discuss and capture on a flipchart and
then refer to the summary slide (see
next page).
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Listening helps people
to connect
•
•
•
•
•
•

Listening helps understanding
Understanding helps us to get it right
Getting it right helps to build trust
Trust builds relationships
Relationships help team work
Team work helps business, morale, customer
service, performance

Listening is key
• Connect
• Understand
• Help

This slide is optional but helps reinforce the key message of the in Tune™ DVD if you
are using this as part of the training program.
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What is listening?

Session

What is listening?

5 minutes (12 minutes to 17 minutes)

Objective The difference between hearing and listening.
The key learning point here is that listening is active,
especially in customer service.
When we are helping customers we have to make sure that
we listen with focus and attention.
We have to process that information (often while we are
searching for information in a computer system).
We have to make sure we understand what is being said
before we act on it.
We have to decide what to do with the information.
We have to take the necessary action; in a customer
service context that might be helping people with
what you do and say.
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Training
Activity

Ask the group what the difference is between
hearing and listening?
People often get the two mixed up. They may
say listening is about making sense of something.
We are born with hearing ( usually ) We learn to
listen.
Give out the handout on page 37.
Talk through the handout with the group

Active Listening
Hearing - Receiving
Information

Listening - Giving Focus and Attention

Understanding - Attaching meaning
Evaluating the quality of the
information. Deciding what to do with
the information

Responding - Taking Action,
Helping people with what
you do and say
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Listening Exercise
Group A – you will listen and not write anything
down

Group B – you will listen and write numbers down,
counting backwards from 100 i.e. 100, 99, 98
Group C – you can listen and take notes

Listening Exercise
Listen to the following then answer
the questions I will ask you
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Session

Listening exercise

10 minutes (17 minutes to 27 minutes)

Objective

To demonstrate the importance of focus, attention and
concentration when listening.

Training
Activity

Split the group into three, and allocate each group a
letter A, B or C.
Distribute the handouts: Page 38 to Group A, Page 39
to Group B and Page 40 to Group C.
Group A will be listening but cannot write anything
down.
Group B will be listening and writing down numbers
from 100 in descending order i.e. 100, 99, 98. To make
this more interesting you may want to offer a prize for
the person who gets furthest most accurately (optional)
Group C will be listening and are able to take notes.
Give the following instructions:
Listen carefully to the following
“I wonder if you can help me.
My name is Kate Prince.
I booked a stay at your hotel on September 17th for 3
nights starting on January 5th , but I need to change the
booking from the 5th to 12th and I now need to stay for
5 nights.
I originally booked a single room but now I
need a double room as my husband will be
travelling with me.”
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Then ask the following questions
1.
2.
3.
4.
5.

Who was calling?
When was the original stay booked for?
How many nights does she want to stay for now?
What dates will she be staying with her husband?
When did she make the booking?

In this exercise the people who take notes
usually get more right, followed by the people
just listening, followed by the people who are
counting backwards.
When the brain is occupied by something, it can distract
us from listening.

Listening Exercise
1.
2.
3.
4.
5.
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Who was calling?
When was the original stay booked for?
How many nights does she want to stay
for now?
What dates will she be staying with her
husband?
When did she make the booking?

What does that tell us
about listening?
Focus

Session

Attention

What does that tell us about listening?

8 minutes (27 minutes to 35 minutes)

Objective

The group considers what that means for them
in the job they do, i.e. how they can listen better and
connect more with customers.
The key learning is whatever conditions they operate in,
they need to pay attention to and focus on the
customer or the person who is speaking.

Training
Activity

Ask the group what this exercise tells them about
listening.
How does this relate to their everyday role?
They may have distractions such as noise, lines of
customers, complex computer screens to negotiate
or customers where English is not their first
language.
Introduce the next exercise by telling them
this is an important technique to help them
listen.
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Active Listening
Exercise
Focus

Listening
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Attention

Session

We all like to feel understood
15 minutes (35 minutes to 50 minutes)

Objective

The importance of summarizing to help listening and
understanding.
Summarize, clarify, confirm, check.

Training
Activity

Split the group into pairs and label each member A
or B.
Give them a blank sheet of paper. This is a simple
yet effective exercise.
Ask everyone to write down 5 key things that they
did yesterday or 5 key things about their ideal
vacation.
A’s will talk through their 5 key things while B’s
ask questions and repeat back pieces
of key information to clarify their understanding.
Allow 4 minutes then stop the exercise.
Ask B’s to summarize back what they learned or
found out.
Switch roles and repeat.
Ask the group to consider how this helped them
collect key information and understand the
information they were listening to.
Reinforce:Good communicators summarize often to
demonstrate they have been listening and to check
that they have the right information. It is a skill
we should all practice.
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Action
• What action will you take from this session?
• How do you think this will help you, your customers
and your organization?

Session

Action Plan – How can you listen more effectively?
9 minutes (50 minutes to 59minutes)

Objective

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

Training
Activity

Individual activity, where each participant commits
to an action plan that helps develop good listening
habits. This in turn, will help deliver great customer
service.
In order to introduce the Action Plan, refer back to “Discuss
and Do” – this is now the “Do” part.
Participants will focus on their Action Plan to transfer their
learning into the real world.
Ask each participant to complete an Action Plan on Page 43
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 well they listen to customers.

33

© Intelligent Dialogue

Delegates discuss their Action Plan with a partner;
or
Delegates make their commitment publicly to the
Group in a closing round.

Play music as they are leaving.

Trainer Tip
Participants will say “listen more” on their action plan, encourage them to say
how they will do that, or how customers and colleagues will notice that they are
listening.

34
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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 Language and Pace which is about how we build rapport with
a customer.
in Tune™ with Choosing Your Attitude, looks at how our attitude impacts on
ourselves and the people around us. It looks at making key phrases we use
with customers more positive.
in Tune™ with the Customers’ World is about connecting with customers
and we have to listen well to connect with people.

Extending the session
What does this mean to you?
You can extend the session by discussing the distractions that interfere with
an employee’s ability to listen. Ask people to share the things they do which
enable them to concentrate on the customers they are dealing with.
Why should we listen?
You might like to extend this session by asking the group what are the
benefits of listening to them as individuals, but also to the customer.
You can split a flipchart into two columns vertically and then label
one side “You” and the other side “Customer”. So for example, if we
work in a contact center, by encouraging listening we can improve
first time or first call resolution, which will mean that customers do
not have to call back so often, reducing call waiting
times and making for happier customers.
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What does this tell us about Listening?
Barriers to Listening
This session could allow you to explore the barriers that the group face
when listening to customers.
From having to navigate complex computer screens to the volume of
customers, to the noise around them, there are several things that make
listening difficult.
Ask the group for ways in which they overcome the challenges they face.
You might like to think through their challenges and have some suggestions
ready to help you guide the session.
We all like to feel understood
A variation of this exercise for a sales team is to get them to help their
partner choose their ideal vacation.
This is a simple exercise, but one which really demonstrates the power of
asking good questions (to find out key information) and summarizing this
back (to demonstrate you have been listening) which in turn helps make
sense of the information.
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Handout

Active Listening

37
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Handout

Active Listening
Group A
Listen to the information you are about to be given. You cannot make notes.
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Handout

Active Listening
Group B
Listen to the information you are about to be given.
While you are listening write down the numbers in descending order from 100
i.e. 100, 99, 98 etc.
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Handout

Active Listening
Group C
Listen to the information you are about to be given.
You are able to make notes while you are listening.
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Trainer’s Notes

Active Listening
DO NOT DISTRIBUTE
Split your group into 3
Groups A, B and C
Give the relevant handout to each group, and explain to them what they will
do during the exercise.
As this is a listening skills exercise, you can ask one person in each group to
summarize back to you what they will do while the exercise is taking place.
Group A will listen to the information without writing information down.
Group B will write numbers down in descending order from 100 i.e. 100, 99,
98, etc. To make this even more distracting give a prize for the person who
counts to the lowest number and is the most accurate (can just be a candy
bar).
Group C can listen and make notes.
When everyone is ready read out the following information
I wonder if you can help me. My name’s Kate Prince.
I booked a stay at your hotel on September 17th for 3 nights starting on
January 5th but I need to change the booking from the 5th to the 12th and now
need to stay for 5 nights.
I originally booked a single room but I now need a double room as my
husband will be travelling with me.
When you have finished ask the following questions
Questions
1.
2.
3.
4.
5.
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Who was calling?
When was the original stay booked for?
How many nights does she want to stay for now?
What dates will she be staying with her husband?
When did she make the booking?
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Trainer’s Notes

Active Listening
DO NOT DISTRIBUTE
Then you can award prizes for the most accurate, and the person who
managed to count furthest and most accurately back from 100.
Trainer Tip
To make it more difficult, do not repeat the questions. It is a listening skills
exercise.
Answers
1.
2.
3.
4.
5.
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Kate Prince
January 5th for 3 nights
5 nights
January 12th for 5 nights i.e. January 12th – 16th
September 17th
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Handout

Action Plan
What action will you take from this session?

How will you make this happen?

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

43

© Intelligent Dialogue

Ten staff training modules that you can deliver
Being your best

Being in Tune your best is about striving for excellence in everything
you do. Show your team how they can make a real difference to
customers and colleagues 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

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 recognise
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 video 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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