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1. Customer Service Excellence

2. Phone Etiquette

3. Collections Procedures



INTRODUCTIONS

Name

Department

Role

How long with Delta Companies

One thing nobody in this room knows about you (PG-Rated)
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HORROR STORIES

What is your horror story about customer service?



STORIES OF LOYALTY

What is your customer service story where you became extremely 
loyal after the interaction?



DEBRIEF

Think about the differences in the negative story and the positive story:

 Body language

 Tone of voice

 Feeling upon retelling

 The reaction of the person hearing the story

 What else?



FOUR DRIVERS FOR SUCCESSFUL ATTITUDES

1. Helpfulness

2. Understanding

3. Genuine Interest

4. Respect



1.  HELPFULNESS

What are some ways we can show a willingness to be helpful in our jobs?



2.  UNDERSTANDING

What are some ways we can show understanding in our jobs?



3.  GENUINE INTEREST

What are some ways we can show genuine interest in our jobs?



4.  RESPECT

What are some ways we can show respect in our jobs?



CREDIBILITY WINDOW

What we 
do

How we 
look

What we 
say

How we 
say it



EMPHASIS IS IMPORTANT

I didn’t say you were stupid.



YOUR TURN

Think back to an instance in your job where you could have 
handled a situation with better customer service.  

Describe the situation to your neighbor and then roll play how the 
conversation or experience should have gone.
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TELEPHONE CALLS AT WORK

1. Best calls to receive

2. Worst calls to receive

3. Best calls to make

4. Worst calls to make



FACE-TO-FACE  VERSUS BY PHONE

Words
7%

Tone of Voice
38%Non-Verbals

55%

Mehrabian Principal

Words Tone of Voice Non-Verbals

When these elements are incongruent, people tend to believe the tone of 
voice and non-verbals.



FIRST IMPRESSIONS

When receiving a call:

1. Answer promptly

2. Use a clear voice with good cadence

3. Identify yourself and your department

When making a call:

1. Identify yourself and your company

2. Use a clear voice with good cadence

3. Be careful of background sounds



BEST PRACTICES

Smile and stand up (if 
possible)

Picture the other person as 
an old friend

Make sure you have the right 
person and correct 
pronunciation

Avoid any distractions
Ask permission to put on 
hold or transfer and give 
time estimate

Stay positive (“thanks for 
your patience” vs. “sorry for 
the delay”) and avoid jargon

Self deprecate if necessary 
(“please remind me what 
company you are with”, 
“help me understand”)

Avoid promises you can’t 
deliver or unrealistic 
timelines



CALLER EXPECTATIONS

What is the person on the other end of the line thinking and feeling?



ACTIVE LISTENING

1. Discover the reason for the call by asking questions.  Then LISTEN.

2. Consider their point of view.

3. Read between the lines.

4. Don’t listen to respond or be afraid of silence



EXPRESSING EMPATHY

What can we say to express empathy for the caller and their situation?



CLOSING THE CALL WELL

1. Confirm any agreements, expectations, or next steps.

2. Always ask, “What else can I help you with today?”

3. Thank them for calling or taking your call.

4. Document the call

5. Follow-up as soon as possible (if necessary).



YOUR TURN

Think of your most common phone calls received and placed. Now write:

 Opening

 Empathy statement

 Closing

 One thing you will do differently after having considered what you have 
learned today



COLLECTIONS PROCEDURES
JENNIFER S. SMITH, MBA, BCI, CMAI

CHIEF EXECUTIVE OFFICER

MidwestStrategies.com



CURRENT COLLECTIONS PROCEDURE

What is our current collections procedure today?

What is working and what area(s) need more refinement?



CALLER EXPECTATIONS

What is the person on the other end of the line thinking and feeling?



INVOICE LETTER CALL #1 CALL #2 DEMAND LETTER LEGAL ACTION

Passive Aggressive

Information 
Only A reminder

A reminder 
with 

inquiry

Discuss
consequences

Last chance 
before legal 

action is taken

Pursue legal
remedies



BEST PRACTICES FOR COLLECTIONS

1. Review the past notes and decide on your posture (passive to aggressive scale)

2. Be assertive in your tone and use confident language

3. Express empathy, but that doesn’t change the situation that they owe 
money

4. Confine language to the collection not on them as a human being

5. Be respectful, not condescending

6. Keep voice calm with lower pitch; speak slowly and clearly.  Avoid nervous 
laughter and “ums,” “uhs,” “you knows,” etc.



PREPARING FOR THE CALL

 What outcome would you like to achieve?

 What are the main points you want to cover?

 What will be your opening statement?

 What do you need?

 What are the needs of others involved?

 What issues and feelings are likely to arise?  How will you handle them?

 What consequences will you impose, if necessary?



PRACTICE

Passive Aggressive
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