
 
 

 

Module 2: 

Phone Finesse: Simple Things You Can Do to Make Sure Callers Feel Taken Care 
of 

 
 
 
SUGGESTED TIME:   30 Minutes 
POWERPOINTS:    PPT  3 & 4 
MATERIALS NEEDED:   Lecturette 1 & 2 (Located at end of this Module 
description) 
WORKBOOK PAGE:   2 
 
DESCRIPTION: 
This module gives participants techniques and inspiration to create rapport with callers over the 
telephone. 
 
GOALS: 
 
We designed this module to help participants: 

! Understand that the beginning of the call and the ending of the call are the most critical 
and most memorable and therefore emphasis must be placed on call opening and closing 

! Surprise and delight callers by meeting unexpressed needs 
! Establish rapport with callers using 9 simple and proven steps. 

 
ACTIVITIES     
 
Phone Finesse: Simple Things You Can Do to Make Sure Callers Feel Taken Care of (15 
minutes) 
 

A. Explain that customers form an opinion about your company in as little as 4 – 6 
seconds and the first few seconds of any employee/customer interaction is critical. 

 
• Numbers Exercise: Demonstrate the tendency for customers to remember the 

first few seconds in a service encounter. Tell participants you are going to give 
them a series of numbers. They are not to write the numbers down. Call out six 
numbers. (Example: 37, 29, 47, 43, 13, 15) Ask, “What was the first number I 
gave you…what was the second number…who remembers the third number…?”  
Typically, 80% or more of participants will recall the first number and the last 
number. When it comes to the numbers in the middle, less than 40% are likely to 
recall. Explain to participants that they have just demonstrated that people tend 
to remember the first thing and the last thing in a series of events 
disproportionate to anything else. This certainly applies to customer service 
interactions. The initial impression formed in the first few seconds of the phone 
call is the impression customers walk away with. 

B. Explain the 9 Strategies for Phone Finesse using Lecturette #1 at the end of this 
module. 

 



 
 

• (After explaining the 9 Strategies) Adopt, Adapt, Apply Exercise for 9 Strategies for 
Phone Finesse. 
 
Lead participants: “In your small groups, I want each person take a few seconds to 
talk about which point that we’ve covered so far that is most important to you.” 
 

 
Give each participant approximately 30-45 seconds. 

 
Tip: Jumpstart the discussions and add spice to your training by designating the 
first person to share ideas as follows: 

 
The person who (last ate pizza, the youngest person, the person wearing the 
most black, the person with the most children, etc.) will be the first to share in this 

exercise. 
 

Conclude this exercise by having participants visit their Note Page in the handouts 
and ask them to write down the point they just shared in small groups. 

 

• Summarize the 9 Strategies for Phone Finesse by saying: “When you do these 
very simple things –smile, tell the customer what you’re going to do, use the 
caller’s name--you will create a great impression for the company and you’ll find 
that handling difficult callers and high call volumes will be MUCH easier because 
your customers feel taken care of every step of the way.” 

C. Introduce the “Man in the Desert” analogy using Lecturette #2 at the end of this 
module. (PPT 4) 

• Facilitate a discussion on the “Man in the Desert” using the “Man in the Desert” 
lecturette to guide you. 

• Start your discussion by asking your audience, “What does a man in the desert 
need?” 

• (After Man in the Desert lecture) ACTIVITY: In small groups, have participants 
take a routine phone conversation with your customers and instruct them to 
identify ways to meet unexpressed needs (Based on “Man in the desert” 
analogy). Allow 4-6 minutes for this discussion and then have each group share 
their findings. 

• Summarize the “”Man in the desert” discussion by saying: “Take the time to not only 
meet your customer’s expressed needs, but look for ways to identify and meet their 
unexpressed needs. When you do, you will consistently surprise and delight your 
customers and ultimately, increase customer loyalty.” 

LECTURETTE # 1 

9 Tips for Phone Finesse 

 
1. Smile -You can actually hear a smile through the telephone. When you smile, you 

sound friendly, interested, and helpful. You also make the customer feel that your 
sole intent is to be of service and people really can tell the difference. So smile! 



 
 

 
2. Tell the caller your name – Giving the caller your name demonstrates accountability 

and communicates a sincere desire to help. It also gives customers a reference 
should they need to call your company back. 

 
3. Ask questions - You should ask questions for these reasons: 

! To gain information 
! To focus the conversation 
! To gain consensus when necessary 
! To begin the call closure process 

 
4. Paraphrase the caller’s message – Paraphrasing is simply restating in your own 

words, what the customer has said. You will paraphrase to ensure you understand 
the customer’s request/problem. The customer will clarify if you don’t have all of the 
details.  

 
5. Repeat the caller’s name – Repeating the caller’s name during a conversation helps 

you remember their name. Remembering names (and using names) shows you are 
genuinely interested in your customers and makes future dialogue or problem solving 
much easier because using names helps you create rapport. 

 
6. Always tell the caller what you’re going to do - We’ve all felt that helpless feeling 

when we’ve been put on hold indefinitely or transferred to 3 departments and still not 
be able to get through to the right person.  When we do this to callers, we are telling 
them they have no choice and certainly no control over the situation. These feelings 
produce frustration and a negative impression of you and your company. One way to 
avoid this is to tell callers what you are going to do before you do it. 

 
When transferring callers to another person, give customers the name of the person 
you are connecting them with. If you need to place callers on hold, tell them so and 
ask if that’s acceptable. If you have to research the problem or speak with your 
manager, tell the caller exactly what you need to do.  

 
7. Return calls promptly - Doing this helps you (and the company) quickly gain a 

reputation for being responsive and professional.  
 

8. Give every caller your best - The caller on your phone is your most important 
priority, more important than calls in queue, more important than your to-do list, next 
meeting or anticipated break. Focus on the call and never make the customer feel 
that you are hurried or not interested. 

 
9. Let the caller hang up first – It’s polite to let your caller hang up first and in most 

cases, your caller will hang up within 2 – 4 seconds of the last spoken word. If we 
rush to disconnect, we may cut off a customer who had one more question or we can 
give the impression that we are in a hurry (which is interpreted as “we don’t really 
care”). 

 

When you do these very simple things –smile, tell the customer what you’re going to do, use 
the caller’s name--you will create a great impression for the company and you’ll find that 
handling difficult callers and high call volumes will be MUCH easier because your customers 
feel taken care of every step of the way. 

 
 



 
 

LECTURETTE # 2 

Identify Customer Needs by Asking, “What does a man in the desert need?” 

In my customer service training sessions, I ask my participants to imagine they’ve come across a 
man stranded in the desert. “What do you think the man in the desert needs most?” I ask. The 
immediate answer from the entire group is always water. 

I then explain to the company I’m training that every one of their competitors will give the 
customer what he needs the most. To go above and beyond, companies have to do more than 
the obvious. Going back to the man in the desert analogy, I ask, “What else might the man in 
desert need?” In the workshop I delivered last week in Baltimore, here are the responses I got: 

• Food 
• Sunscreen 
• A ride out of the desert 
• A cell phone so he can call his family 
• Sunglasses 
• Shade 
• Someone to talk to 
• A camel 

They were absolutely on track. Beyond the obvious water, we can think of several other things a 
man in the desert might need. Just the same, when serving customers, we need to not only 
answer their questions and meet their expressed needs, we need to work proactively to identify 
and meet unexpressed needs. We can create a more valuable and memorable experience for 
customers by simply thinking about what else they might need. 

The "Man in the Desert" analogy in action 

Recently I had trouble checking my account balance online so I called my bank. I started the 
conversation out with, “I usually check my account online, but I couldn’t get in today. Can you 
give me my balance and last five transactions?” The representative on the other end of the phone 
was polite and quickly gave me the requested information. He gave me the “water.” Before 
hanging up, he said, “You mentioned you couldn’t get online to check your account. If you have a 
second, I can reset your password and we can test it out right now.” That was the extra…the 
food, the camel, the shade, the sunglasses, etc.”  I was impressed. So often, representatives are 
eager to disconnect after giving the water. But this gentleman delivered a great experience by 
taking the time to identify a need that wasn’t directly expressed…and by meeting that need. 

Take the time to not only meet your customer’s expressed needs, but look for ways to identify 
and meet their unexpressed needs. When you do, you will consistently surprise and delight your 
customers and ultimately, increase customer loyalty. 



 
 

 


