Certified Call Center Agent
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Program Overview:

This vocational training and certification will grant the
participant an international license in the contact center
industry from The College of Call Center Excellence,
USA. This program will boost and improve the skills and
professional capabilities of your contact center agent
based on best practice worldwide. The program will be
delivered through virtual webinar using our theme “
Fun and Learning”. The program is interactive which
include workshops, group discussion, videos, individual
assessment, knowledge sharing and games, coaching,
and more to ensure the engagement and return on
investment (ROI).
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Program Overview and Tracks
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* Understand the contact center terminologies & Jargons
* Understand the basic definitions of sale

* Learn the roadmap of Outbound calls for sales

* Deal with time and stress in call center environment
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Call Center World l
| Fundamental of Sales
Master Outbound Skills |

Time and Stress Management |
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Integrated solutions

Serving With Passion



Program Tracks
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* Call center History

* Call center definitions and types

* Call center Functions and services

* Call Center objectives

* (Call center Technology and Jargon

* Agents Attributes and competencies

Track Two: Fundamental of Sales:

* Whatis a Tele-sales Job?

* Tele-sales roles and responsibilities
* Top 10 sales mistakes

* FAB model

* Building rapport

* The OPEN questions model

* Handling Objections — LEAD model
* Overcoming sales resistance ) Aaglie e clasdl @
* Leads generation process and types aedl 335 g lgilo Aeloc ©
* Upselling and cross- selling techniques G891y syl anll Silgal
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Program Tracks
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Track Three: Master Outbound Skills: 1JLas¥ 1381w @ 5 ebadl SIS &l yLee :d B 5l |
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* Preparing skills-set:
o Greeting
o Telephone techniques and protocols
o Listening skills
o Speaking skills
o
o
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* Preparing tools-set: asldl pe glagll ©
o Industries

o Customers and call types
o Follow-up close cases

Questions techniques
Call closing
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Program Tracks
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* Efficient Call handling ddela, AU Axllan ®

* Planning for journey of excellence odll Al ] Lol @
* What is stress?
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 Stress in call center environment Headache Sadms
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