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Marking Criteria:
 We expect the learners to write minimum one well expressed point in three lines against each allocated mark. This means one needs to write 15 lines with 5 well expressed points to get high grades for a 5 marks question.
For high grades use examples and illustrations where appropriate. 
	

1 Empathy is, at its simplest, awareness of the feelings and emotions of other people.
Why is it important on a telephonic conversation, it is good to demonstrate strong empathy skills, in addition to providing the customer with the information/service they require, this plays a key role in ensuring customer satisfaction. As the employee can deal with different situations chatty customers, customers with lots of questions, Irate customers so having empathy, patience and consistency is something that will support employee in every situation and provided the same level of service each time.
II. How does rephrasing help in expressing empathy? This shows the customer I understand how they are feeling and I can offer them compassion to resolve their complaint.

III. What is communication? What barriers can interrupt the communication? And how these barriers can be removed? IV. What is the importance of body language in communication? 
V. How can our voice help us in communicating clearly? 
VI. What is the difference between open and closed questions?
communication barriers can be the environment to busy, noisy, the customer may have a poor hearing, a disability that can make communication difficult, it can be the customer doesn’t speak English to remove the barriers is communicate using your body language,  how you stand not folding your arms, show you are listening to them make eye contact, nod of the head, always make the customer feel at ease smile when they walk in the door, someone for a different culture doesn’t speak English ask a colleague to support if they can speak same language, someone with a disability you can get to their level if in a wheelchair good body language , facial expression, eye contact use your verbal communication in a different tone and pitch, body language shows the customer you are prepared to help them if it is a telephone call your voice tone, pitch needs to be positive, confident as they can’t see you, its important they feel they are being listened to give  your reply once they have finished talking, always repeat numbers and personal details.
 An open question is a question that expects you to give a long answer. These questions are asked expecting you to give a lengthy, descriptive answer, giving us more information on the person their concern.
A closed question is a simple question that expects you to give a short answer. This short answer can be a single word or a short phrase.

[bookmark: _GoBack]Q2 a) Discuss some telephone techniques, Greet customer with courtesy , warmth, slow voice speak clearly and slowly this supports communicating effectively, keep a smile in your voice this show you are patience if the customer has a different accent and they will recognize I am there to help. Avoid jargon not everyone understands my meaning, use silence to give customer time to think, remember to breathe, deeper breathing improves tone, reception signal is not good in some areas and they might not be able to hear me clearly or vice versa.

b) What are the guidelines for taking accurate and complete messages  use  companies messge forms, include customer name, telephone number, account number, highlight the main points of the message using coloured marker, action required add my name and contact details.
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