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Giveyour front-line call center staff the training they need! With How to Be a Great Call Center
Representative, call-center staff will learn what technol ogy-based customer serviceisall about, including the
history, terminology, legidation, and technology options. This book is designed to supplement and enhance
the industry-specific policies and procedures plus local, state, and federal guidelinesto which acall center
staff must adhere. Filled with exercises and self-assessments, the course presents specific, practical strategies
for improving listening skills, building trust with customers, problem solving, and decision-making--all
within the context of abusy call center. How to Be a Great Call Center Representative provides all the tools
needed to be confident in handling customers and building a foundation for future growth and advancement.
Readers will learn how to: « Identify the roles and responsibilities of a call center staff ¢ Prepare yourself to
deliver quality service ¢ Learn to communicate successfully « Identify current legislation, terminology, and
technology affecting call center staff » Develop skillsfor building trust « Enhance telephone verbal skills and
vocal quality « Build problem solving and decision-making skills « Learn to handle difficult customer
situations « Improve your time-management and multitasking skills ¢ Identify ways to control your stress
level « Learn to recover from mistakes—yours and your customer’s. Thisis an ebook version of the AMA
Self-Study course. If you want to take the course for credit you need to either purchase a hard copy of the
course through amaselfstudy.org or purchase an online version of the course through www.flexstudy.com.
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From reader reviews:
Cinthia Beltran:

What do you consider book? It isjust for students since they're till students or that for all peoplein the
world, the particular best subject for that? Simply you can be answered for that issue above. Every person
has distinct personality and hobby for each other. Don't to be obligated someone or something that they don't
want do that. Y ou must know how great as well as important the book How To Be a Great Call Center
Representative: EBook Edition. All type of book can you see on many resources. Y ou can look for the
internet sources or other social media.

Virginia Boone:

Information is provisions for folks to get better life, information presently can get by anyone on everywhere.
The information can be ainformation or any news even an issue. What people must be consider while those
information which isin the former life are difficult to be find than now istaking seriously which oneis
suitable to believe or which one the actual resource are convinced. If you have the unstable resource then you
have it as your main information it will have huge disadvantage for you. All those possibilities will not
happen within you if you take How To Be a Great Call Center Representative: EBook Edition as the daily
resource information.

Melvin Belknap:

Reading areserve can be one of alot of exercise that everyone in the world enjoys. Do you like reading book
thus. There are alot of reasons why people loveit. First reading areserve will give you alot of new details.
When you read a reserve you will get new information simply because book is one of numerous waysto
share the information or maybe their idea. Second, looking at a book will make an individual more
imaginative. When you looking at a book especialy fiction book the author will bring someone to imagine
the story how the people do it anything. Third, you may share your knowledge to other people. When you
read thisHow To Be a Great Call Center Representative: EBook Edition, you are able to tells your family,
friends along with soon about yours reserve. Y our knowledge can inspire different ones, make them reading
ae-book.

Donna Dalessio:

Aswe know that book is significant thing to add our knowledge for everything. By a book we can know
everything you want. A book is a set of written, printed, illustrated or perhaps blank sheet. Every year has
been exactly added. This publication How To Be a Great Call Center Representative: EBook Edition was
filled regarding science. Spend your spare time to add your knowledge about your technology competence.
Some people has diverse feel when they reading any book. If you know how big benefit from a book, you
can sense enjoy to read a book. In the modern eralike today, many ways to get book that you simply wanted.
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