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Give your 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, legislation, 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 skills for 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:
Carl White:

What do you think of book? It isjust for students because they are still students or theitem for al peoplein
the world, exactly what the best subject for that? Only you can be answered for that issue above. Every
person has different personality and hobby for each and every other. Don't to be forced someone or
something that they don't want do that. Y ou must know how great and important the book How To Be a
Great Call Center Representative: EBook Edition. All type of book can you see on many solutions. Y ou can
look for the internet methods or other social media

Brandon Phelan:

Playing with family within a park, coming to see the water world or hanging out with buddiesis thing that
usually you will have done when you have spare time, subsequently why you don't try factor that really
opposite from that. Just one activity that make you not sense tired but still relaxing, trilling like on roller
coaster you already been ride on and with addition of knowledge. Even you love How To Be a Great Call
Center Representative: EBook Edition, you can enjoy both. It is great combination right, you still need to
miss it? What kind of hangout type isit? Oh can occur its mind hangout folks. What? Still don't obtain it, oh
come on its called reading friends.

Michael Hilton:

Are you kind of hectic person, only have 10 or perhaps 15 minute in your morning to upgrading your mind
ability or thinking skill perhaps analytical thinking? Then you are receiving problem with the book compared
to can satisfy your short time to read it because this time you only find book that need more time to be
examine. How To Be a Great Call Center Representative: EBook Edition can be your answer mainly because
it can be read by you who have those short time problems.

HyeElliott:

Don't be worry for anyone who is afraid that this book can filled the space in your house, you could have it
in e-book technique, more simple and reachable. This particular How To Be a Great Call Center
Representative: EBook Edition can give you alot of pals because by you taking alook at this one book you
have factor that they don't and make you more like an interesting person. This particular book can be one of
astep for you to get success. This reserve offer you information that maybe your friend doesn't recognize, by
knowing more than some other make you to be great folks. So , why hesitate? Let me have How To Be a
Great Call Center Representative: EBook Edition.
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