








   
 

   

 

• Used plain English 
with no jargon. 

• Showed empathy 
and patience 

Effective Listening 
Listening to 
clients and 
identifying their 
needs 

• Paraphrased 
where appropriate. 

• Asked and 
answered 
questions where 
appropriate. 

• Identified and 
demonstrated 
understanding of 
all the client’s 
issues 

Choose an 
item. 

 

Call Structure 
Gathering 
information in a 
logical and 
structured way 

• Referred to notes 
on SPM. 

• Identified client’s 
contact 
preferences. 

• Took ownership of 
the call and did not 
place blame. 

• Answered 
questions 
accurately. 

• If client is put on 
hold, set 
expectations for 
how long this will 
be 

Choose an 
item. 

 

Call Closure 
Checking clients 
understand and 
wrapping up call 
effectively 

• Checked client’s 
understanding. 

• Restated any 
actions to be taken 
by the client. 

• Used phrases 
such as ‘Is there 
anything else I can 
help with today?’ 

• Thanks, the client. 

• Recorded clear 
information in SPM 
under 
Communications 

Choose an 
item. 

 








