M-ALLIANCE

Customer Service

1.0 The Basics of Customer Service

1.1 Why Excellent Customer Service over the
Phone is Important

1.2 Customer Service over the Telephone
Starts with You

1.3 Chapter Summary

2.0 Maintaining a Positive Attitude and
Developing Interpersonal Skills

2.1 Why Positive Attitudes Matter

2.2 What are Interpersonal Skills?

2.3 Chapter Summary

3.0 Interacting with Customers

3.1 Types of Customers

3.2 Interacting with Customers over the
Telephone

3.3 Dealing with Difficult Calls

3.4 Chapter Summary

4.0 Following Scripts
4.1 Types of Scripts

4.2 Anatomy of a Script
4.3 Chapter Summary

K Alliance, LLC
2203 N. Lois Ave., Suite 1210, Tampa, FL 33607
Web: www.kalliance.com Tel: 813.316.4390 Fax: 813.316.4490



