
1 minute video refreshers & 
quick reinforcers Months / Time line for programme application

Professional Telephone Greeting Open & Closed Questions Being Assertive Assertive Behaviour

Positive First Impressions Handling Difficult Customers (LAST technique) Calming Upset Customers (Sorry Glad Sure technique) Listening Skills

Questioning Skills Taking Ownership Building Rapport Ownership & Accountability

Tone of Voice Abusive Customers Slowing Down Your Speech Showing Empathy

Adding Value Permission to Ask Questions Positive Affirmation Active Listening

Moments of Truth 4 P’s of the Voice Great Customer Service Tips

Voice Intonation How to Say No Nicely Acknowledge Customer Contact

Attitude

12 video module learning pathway

Customer Service Skills Pathway

10 minute videos with workbooks & 1 Minute support videos 

12 & Return 
to start

1110987654321
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http://www.learningplanet.co.nz/share?v=58686278
http://www.learningplanet.co.nz/share?v=58685453
http://www.learningplanet.co.nz/share?v=58683902
http://www.learningplanet.co.nz/share?v=58684620
http://www.learningplanet.co.nz/share?v=60726928
http://www.learningplanet.co.nz/share?v=60801272
http://www.learningplanet.co.nz/share?v=60802772
http://www.learningplanet.co.nz/share?v=60994340
http://www.learningplanet.co.nz/share?v=70759383
http://www.learningplanet.co.nz/share?v=73026169
http://www.learningplanet.co.nz/share?v=93318052
http://www.learningplanet.co.nz/share?v=99962716
http://www.learningplanet.co.nz/share?v=101263809
http://www.learningplanet.co.nz/share?v=108062312
http://www.learningplanet.co.nz/share?v=108064177
http://www.learningplanet.co.nz/share?v=117540995
http://www.learningplanet.co.nz/share?v=120432310
http://www.learningplanet.co.nz/share?v=120432442
http://www.learningplanet.co.nz/share?v=123696511
http://www.learningplanet.co.nz/share?v=152236339
http://www.learningplanet.co.nz/share?v=138004617
http://www.learningplanet.co.nz/share?v=143955598
http://www.learningplanet.co.nz/share?v=147251678
http://www.learningplanet.co.nz/share?v=161137867
http://www.learningplanet.co.nz/share?v=60726022
http://www.learningplanet.co.nz/share?v=126416642
http://www.learningplanet.co.nz/share?v=218732122
http://www.learningplanet.co.nz/share?v=130918850
http://www.learningplanet.co.nz/share?v=145581958
http://www.learningplanet.co.nz/share?v=145581958
http://www.learningplanet.co.nz/share?v=133612315
http://www.learningplanet.co.nz/share?v=131160566
http://www.learningplanet.co.nz/share?v=129505539
http://www.learningplanet.co.nz/share?v=129506192
http://www.learningplanet.co.nz/share?v=129505918
http://www.learningplanet.co.nz/share?v=129506077
http://www.learningplanet.co.nz/share?v=218732243
http://www.learningplanet.co.nz/share?v=184792985
http://www.learningplanet.co.nz/share?v=218732372

