PARTNERS Training

1. Introduction - 

· Welcome 

· Introduce yourself and 

· Have students introduce themselves and answer question 1 

· Praise their contributions

· Discuss the other 2 questions

· Introduce the topics

· Work habits and attitudes (responsibility and perseverance)

· Time management, dependability and accuracy

· Active listening

· Telephone tips and techniques

· Going the extra mile

· Putting Yourself in the other person's shoes and asking questions

· Observing confidentiality

· Handling difficult situations

2. Questions Section 1 - Attitudes, work habits and perseverance

· Question 1- Perseverance 

· Question 2b- Persevere when you're bored

· Question 3- Obstacles that prevent perseverance

3. Questions Section 2 - Time management, dependability and accuracy.

· Question 1- Time management  challenge and an approach to overcome it

· Question 2- What are your biggest time wasters

· Talk about accuracy and dependability

4. Questions Section 3 - Importance of quality service and active listening.

· Activity 1- Listening not facing each other

· Question 4- Body language that indicates not paying attention

· Question 5- How can you show you're really listening

5. Questions Section 4 - Telephone Tips and Techniques.

· Question 3- What does it mean to put yourself in the callers place

· Question 5- When you're a customer, what frustrates you most in a phone situation

6. BREAK

7. Questions Section 5 - Going the extra mile.

· Question 2- Example of how to go the extra mile

· Question 3- What are the benefits to YOU of going the extra mile

8. Questions Section 6 - Putting yourself in the other person's shoes and asking questions.

· Question 1- Questions to gather more information

· Question 2- Questions to ask YOURSELF when you're helping others

9. Questions Section 7 - Observing confidentiality.

· Question 1- Breaking confidentiality- yes or no?

10. Questions Section 8 - Handling difficult situations

· Question 1- Suggesting alternatives

· Question 2- Ways to respond positively

· Question 3- How would you handle the situation differently

11. Closing

