Phone Skills

Supplies Needed:

* 1 White poster board and sharpie
O Divide one page into 2 columns:
» Safe as heading for column 1
» Avoid as heading for Column 2
* For all participants: pen and Small Talk Journal

Purpose: To enhance the communication skill of making small talk
Target Audience: Employees who assist customers via phone

Facilitator Note: (As participants enter room welcome them and provide
training package: Pen and Small Talk Journal)

Facilitator Script: When you think of small talk and phone skills what
comes to mind? (next slide)



Facilitator Script: This? ...or (click next slide)



Facilitator Script: This? ...or (click next slide)



Facilitator Script: This? (click next slide)



Phone Skills

Facilitator Script:

Welcome to Small Talk Mastery. My name is . In our society,
the skill of making small talk is becoming a lost art. Years ago, in the days
of yore, before the age of cell phones, humans would communicate with
one another by engaging in small talk while standing in lines at markets,
banks, or amusement parks, waiting for a table at a restaurant, and even
in smaller settings such as the waiting room of an office. Today the
tendency is to communicate with others remotely through asynchronous
messages such as social posts or texts rather than engaging our fellow
humans who are present with us and sharing the moment. If we didn’t
have our phones we might encounter awkward silences in such social
situations. These same dreaded silences could be present when assisting
customers on the phone.

In your training package you will find a pen and a Small Talk Journal. On
page 1 of your journal under “Quote Impressions” write some first
impressions of what the following quote means to you using key words



or phrases. You will have 60 seconds. Is everyone ready? (wait for
questions, if no questions) .....Ready, Set, Go



&
“Every great romance and each big

business deal begins with small talk.
The key to successful small talk is

learning how to connect with others,
not just communicate with them.”

-Bernardo J. Carducci

Facilitator Note: (When you click on this slide, a song will play for 60
seconds, watch for directional queues from your audience. If most are
still writing their thoughts, then let the song continue to play for a few
more seconds. When you notice that most have completed the task then
click to next slide to end music. You can even give time queues — 10
seconds to finalize your thoughts)



“Every great romance and each big
business deal begins with small talk.
The key to successful small talk is

learning how to connect with others,
not just communicate at them.”

-Bernardo J. Carducci

Facilitator Note: (Read the quote from the slide or have a volunteer read
quote to ignite audience participation)

Facilitator Script: What important impressions did you take away from
this quote? (await audience responses from what they wrote down.
Discuss for about 5 minutes as interest level of audience dictates)

Everyone had some insightful ideas on the meaning of this quote and the
importance of CONNECTING WITH rather than just COMMUNICATING AT.
One way we can connect with others is through the use of Small Talk.

Imagine you have just received a call from a customer. As you are waiting
for the computer to pull up the customer’s account you find that the
system is very slow. You notice an awkward silence on the line as you can
hear the customer breathing and no words are being exchanged. What
do you do to fill the time?



“»Identify techniques involved in making small talk
“»*Apply methods for enhancing small talk
“+Explore learning resources to understand small talk

Facilitator Script:

This training is designed to help you become proficient at connecting
with customers on a personal level by employing Small Talk. Having a
repertoire of topics to inspire small talk can enhance customer loyalty by
forming genuine connections during these silences. Take every
opportunity to CONNECT!

In this session you will explore guidelines to help you enhance your small
talk skillset, apply the strategies, and view resources to help us learn how
to make engaging small talk.



Small Talk Techniques

Small Talk
Techniques |

Facilitator Script: To begin the journey of becoming master
conversationalists there are a few strategies we can learn and apply to
help us and our customers have a pleasant interaction in which we can
meet their needs and wow them with our conversational prowess. Let’s
explore each of these.



Small Talk Techniques

Become
Audience
Focused

Facilitator Script: The first technique to apply when making small talk
with customers is to be audience focused. Let’s define this by negation —
give me an example of what being audience centered does not include:
(wait for responses). Now provide some ways we can demonstrate being
audience focused to our customers on the phone: (wait for responses).
You want to make the person you are speaking with comfortable by
demonstrating genuine interest in the other person by letting them talk
and actively listening. If you are not familiar with a topic, be honest and
ask them to teach you more about it. If you don’t show genuine interest,
the other person will know you are going through the motions and not
trying to connect with them.

Help me by quickly teaming up with 3-4 people and decide who will be
the group speaker. You only have to speak to your small group. The
speaker will tell a story about themselves such as: what happened on the
way to work, best day ever, most memorable accomplishment, why you
liked a recent movie, etc. and provide vivid details. Your group members
will Actively Listen and write down a few key words that interest them



about your story, something you want to learn more about or that caught
your attention. You have 10 seconds to pair up in small groups and
choose your speaker - Ready, Set, Go! (provide time for everyone to get
in groups)

Now that you are in your groups | will give you 2 minutes to tell your
story and your group will actively listen. | will tell you when time is up.
Ready, Set, Go! (when participants look like they are close to finishing up,
provide 15 -10 second warning, then say “Times Up” at end of
timeframe.)

Speakers, what did the listeners do to make you feel like they were
showing interest in your tale?

Listeners, share some key interest points about the stories you heard (in
key words or phrases) — (note: to get a laughter response, randomly
select members to read out their written notes and respond with “I
would have loved to hear that story, sounds interesting. Or I'll need to
learn more about that during the break.)

Actively listening involves finding key aspects of what the speaker is
trying to communicate. In a call situation, they may sound angry, and the
only way to resolve the issue is to listen to their needs and answer the
fear behind their words. Can someone give me an example of when you
actively listened to a customer and how did you use what they said to
engage in small talk? (Have example ready if no one shares)
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Become Audience Focused

Make the person you are speaking with
comfortable by demonstrating genuine interest in
the other person by letting him/her talk while you

actively listen.

Facilitator Script: If you don’t show genuine interest, the other person
will know you are going through the motions and not trying to connect
with them.

If you are not familiar with a topic, be honest and ask them to teach you
more about it. This is another method for actively listening.

Have you ever encountered someone who was faking interest or have

you done this yourself and gotten caught? How could this affect a call
with a customer?
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Become Audience Focused

Scenario:
Your customer begins explaining how they are training for a
marathon and you respond with:

“That's nice. Okay,
S0 your customer

Facilitator Note: (Set up scenario and read question and allow
participants to answer. )

Facilitator Script: Your customer begins explaining how they are training
for a marathon and you respond with: (say impatiently) “That’s
nice...okay, so your customer account shows...” What does such a
response communicate to the customer? Instead of ending this
opportunity to connect, engage the customer's interest in marathons by
taking a few moments and ask about the rigors of marathon training or
what inspires him/her to run before getting down to business. Even 5-10
seconds devoted to making small talk on what interests the customer can
build rapport...but how long is 10 seconds? (pause) Let’s see. | need
someone to be the Timekeeper for the next 10 seconds. (when you have
secured a volunteer). Okay, official Time Keeper, ready, set, go...(stand
motionless and stare at audience for the whole 10 seconds....the
prolonged awkward silence/stillness should illicit laughter and you have
made your point!) As we can see, 10 seconds may not sound like a long
time, but in vivid reality it can be. 10 seconds of engaging in small talk
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can make all the difference if you invest that time in being audience
focused. Focusing on what is important to the customer and showing
genuine interest can positively impact your ability to connect with rather
than just communicate at your customer.

12



Small Talk Techniques

Ask
Strategic
Questions

Facilitator Script: The second technique to apply when making small talk
with customers is to ask strategic questions. Instead of asking closed
guestions with yes or no type answers, use questions that allow the
customer to choose from a broad spectrum of answers. Give me some
examples of yes/no questions (allow audience to provide answers).

Where do Yes/No questions lead you? Nowhere!

Where can open ended questions take you? Anywhere

13



Ask Strategic Questions

Examples

Instead of asking:
“How long have you been with (name of company)?”

Ask an open ended question:
“How did you become involved with (name of company)?”

S

Facilitator Script: Here is an example of yes/no question transitioned into
a strategic open ended question (read slide).
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Ask Strategic Questions

What are some examples of
Strategic Questions?

Facilitator Script: Whenever the person you're talking to introduces any
new information about themselves, their interests, their preferences...
anything at all that you didn't know about them before, pounce on that.
See that as a doorway to a new path of conversation, open it and see
where it leads. People drop new information about themselves
constantly in conversation... it's just a matter of developing an ear for it.
Provide some examples of strategic Questions you have heard others ask
or you may have used successfully. (have samples ready if no audience
response)

Instead of asking, “What do you do?” instead say, “What's keeping you
busy these days?” This allows your conversational partner to choose
what he/she is interested in talking about such as work, family, or online
gaming.
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Small Talk Techniques

Createa
Topic
Repertoire

Stick to
Safe
Topics

Facilitator Note: (need volunteer, call on someone who has been very
interactive or ask for volunteer)

Facilitator Script: The third technique to apply when making small talk
with customers is to build a topic list by exploring events, trends, and
gathering other interesting topics to discuss with customers.

Turn to Page 3 in your Small Talk Journal and let’s begin generating
some ideas for a “Safe Topic List”

(Use white board for everyone to see with Safe and Avoid heading two
separate columns)

Call out some ideas for the safe or unsafe topics list and let’s help “name
of volunteer” categorize these properly. (As ideas for topics are
proclaimed by participants ensure the volunteer is categorizing them in
appropriate columns. Watch interactivity and when some participants
seems tired of this activity ask for one more, then stop)
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Build a Topic List

You can also use safe topics to
springboard into further small talk
and engage the customer.

Facilitator Script: Be sure to stick with safe topics such as: weather,
music, television and films, sports, pets, current events and trends.
Avoid touching on topics that have opposing viewpoints such as religion
or politics.
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Build a Topic List

Example:

“So how has the weather been in your area this week?"” The
customer replies, “It's been too wet to even walk my dog.”
This would be a great time to ask more about hisfher pet.
“Oh, | have a poodle. Tell me about your dog.”

-l

S
.

—

Facilitator Script: Use active listening to determine new and safe paths to
take the conversation. Continue to add ideas to your topic list in your
Small Talk Journal to build your repertoire.
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Small Talk Techniques

Engage
and
Connect

Build
Rapport

Facilitator Script: The fourth technique to apply when making small talk
with customers is to engage and connect with them. If your
conversation partner starts a topic you do not know much about, then
be honest and use this time to ask follow-up questions. You can use
small talk to make the other person feel good about themselves or even
draw attention to the awkwardness of a long silence.
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Engage and Connect

Enthusiasm is Contagious!

Facilitator Script: Everyone has something to talk about, but some
people feel intimidated because they think the things they're interested
in is boring to others. The truth is that interested people are interesting.
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Engage and Connect

Example

If the conversation is about the weather, you can
further engage the customer by first disclosing
how the rain has affected you and then asking;:

“How about you? Has the rain kept you from doing
anything fun this week?”

Facilitator Script: Try to find common ground to build a conversation
starting point which can help relax the customer and enhance their
experience with you. Giving sincere compliments that are not too
personal is also good way to build rapport. The purpose of small talk is
to have a sincere desire to know someone else better, understand them,
and connect with them.

21



Small Talk Techniques

Learn
from the
Best

Polished Conduct
Culleagues Research

Facilitator Script: The fifth technique to observe when making small talk
with customers is to learn from those who do it best. Make an effort to
observe conversational champions such as talk show hosts, colleagues,
or comedians. Consider what they say and how they say it. The best
lesson is a good example.
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Learn from the Best

Whether in a social or
professional setting, small talk is
extremely important.

*So you're no good at small talk -
just increase the font.”

Facilitator Script: Your small talk skills can impress co-workers or bosses,
or make you the life of the party. Improving your small talk skills by
practicing what you’ve learned everyday can make all the difference.
Let’s explore some resources to learn more about this topic.
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Conduct Research

5ix Reasoes Semall Talk 1 Viry Important—And How To Gl Betier &

Facilitator Script: To learn more about ways to engage in successful small
talk, do some research. Here are two examples articles | quickly found by
searching for “Small Talk in the Work Setting” (Click on the linked pic
resources to learn more about how to enhance your small talk skills.)
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Learning

Resources

Click on the following video to learn more about how to
enhance your small talk skills.

Facilitator Script: Here is a video from Business Insider about making
small talk. Though it focuses on general situations in business, we can
apply the same concepts to connecting with our customers. Let’s watch.
(click on 2 min video and watch)

(after video) What are some techniques you learned from this video? (if
none answer cover the ARE technique)



Facilitator Script: Now let’s see what you’ve learned today with the
Lightening Round! Turn to your Small Talk Journal starting on page 4 and
answer the following questions. You will have 87 seconds to complete.

Ready Set Go. (click on music icon and play until participants are
finished).

Let’s check the answers together.
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Mastery Check #1

If there is a subject you are not familiar
with, just lie and pretend you are an
expert. The customer will never know.

True

Facilitator Note: (Ask the question and wait for audience to respond with
True or False)

Facilitator Script: If there is a subject you are not familiar with, just lie
and pretend you are an expert. The customer will never know. The
answer is False.

When making small talk, be genuine. If you don’t know, use the
opportunity to ask them to teach you more about the topic. Ask
guestions and use active listening to build rapport.
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Mastery Check #2

Instead of asking yes/no questions that
lead to dead ends, encourage your fellow
communicator to share some more detail
about what interests him/her.

True

Facilitator Note: (Read quiz and answers and let audience choose
answer)

Facilitator Script: (Read question) the answer is True. Open ended
guestions can inspire further topics to discuss.
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Mastery Check #3

Identify the topics that are safe to discuss
when making small talk with a customer:

Asking about their health care practices

Inquiring how much money they make each year

Sharing malicious but juicy office gossip

Finding out who they voted for in an election

Discussing the weather in their region

Facilitator Note: (Read quiz and answers and let audience choose
answer)

Facilitator Script: (Read Question) The correct answer is Discussing the
Weather in their Region



Mastery Check #4
A quick question will always help you find
common ground, and if you can't find

common ground, then use the
opportunity to learn something new.

True

Facilitator Note: (Read quiz and answers and let audience choose
answer)

Facilitator Script: (read question) The answer is false. It may be
challenging to find common groups, and if you can't find common
ground, then don't worry: you are now learning something new, which is
equally as cool



Small Talk

Mastery Quiz

Mastery Check #5

Successful small talk should accomplish all
of the following except:

Breaks the ice and puts others at ease.
Establishes a connection or defines a common
denominator between two persons.
Is most effective when you focus on yourself and
less on the other person.

Facilitator Note: (Read quiz and answers and let audience choose
answer)

Facilitator Script: The last answer is correct, small talk should be focused
on your conversation partner, not yourself.

Small talk is used to break the ice between people and form connections.

Some people seem to be naturals at jumping in and making great
conversation. Alas, be encouraged, if you are not one of these with the

“gift of gab” do know that it is a skill that can be learned, practiced, and
mastered.
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Phone Skills

Facilitator Script: Thank you for chatting with me today about Small Talk.
In the next session we will learn about vocal queues to help you engage
in high level interpersonal communication techniques not only on the
phone but in person-to-person communication situations. (ensure music
plays on slide as participants leave)

End Session



