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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 technology-based customer service is all 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 guidelines to which a call 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 a busy 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. This is 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:

Shelly Rodriguez:

As people who live in often the modest era should be up-date about what going on or facts even knowledge
to make them keep up with the era that is always change and progress. Some of you maybe will update
themselves by studying books. It is a good choice for yourself but the problems coming to anyone is you
don't know what type you should start with. This How To Be a Great Call Center Representative: EBook
Edition is our recommendation so you keep up with the world. Why, as this book serves what you want and
need in this era.

Hallie Cathey:

Information is provisions for people to get better life, information nowadays can get by anyone from
everywhere. The information can be a know-how or any news even a problem. What people must be
consider when those information which is in the former life are challenging be find than now could be taking
seriously which one is appropriate to believe or which one typically the resource are convinced. If you have
the unstable resource then you understand it as your main information it will have huge disadvantage for
you. All of those possibilities will not happen in you if you take How To Be a Great Call Center
Representative: EBook Edition as the daily resource information.

Alice Scales:

The e-book untitled How To Be a Great Call Center Representative: EBook Edition is the e-book that
recommended to you to read. You can see the quality of the book content that will be shown to anyone. The
language that author use to explained their way of doing something is easily to understand. The author was
did a lot of investigation when write the book, to ensure the information that they share to you personally is
absolutely accurate. You also will get the e-book of How To Be a Great Call Center Representative: EBook
Edition from the publisher to make you a lot more enjoy free time.

Jennifer Stanley:

Reading a book being new life style in this year; every people loves to study a book. When you study a book
you can get a lots of benefit. When you read textbooks, you can improve your knowledge, due to the fact
book has a lot of information onto it. The information that you will get depend on what sorts of book that
you have read. If you would like get information about your analysis, you can read education books, but if
you act like you want to entertain yourself look for a fiction books, this sort of us novel, comics, in addition
to soon. The How To Be a Great Call Center Representative: EBook Edition provide you with a new
experience in looking at a book.
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