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This course is designed to provide a thorough understanding of the basic skills and attitudes 
personnel should possess or use to improve their telephone efficiency. 
 
At the end of this course, YOU will be able to achieve the following: 
 
·  Understand how to listen effectively 
·  Handle incoming calls in the correct manner 
·  How to make outgoing calls and handling objections 
·  Understand what is body language, and how to use positive gestures to show interest 
·  Learn how to handle difficult customers/suppliers/ colleagues  
 
Telephone Communication 
 
·  Preparing Emotionally 
·  Listening/ Listening Exercises 
·  Speech / Vocal 

   - Articulation 
   - Inflection 
   - Vocabulary 

·  Adapting Your Language 
·  Avoid Negativism 
·  10 Golden Rules 
 
Handling Incoming Calls 
 
·  Method to get organised, techniques that increase results 
·  Pre-call planning opening statement 
·  How to give a motivational greeting 
·  How to deal with surveys 
·  Screening calls respectfully 
·  Questioning, maintain control 
·  Putting on hold 
·  Transferring 
 
Organisation and Management 
 
·  How to keep track of absences in the company 
·  How to arrange call back appointments 
·  Time table management 
·  Fulfillment techniques 
·  Keeping promises to customer and build confidence 
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Outgoing Calls and Handling Objection 
 
·  How to handle customers when deadline had expired 
·  Kind alternative/ Speak positive 
·  Methods to handle objections 
·  Identification Methods 
·  Techniques to counter objections 
 
Body Language 
 
·  What do certain gestures mean? 
·  Use positive gestures to show interest 
 
Handling Difficult Customers/Suppliers/ Colleagues 
 
·  Video Role Play With Critic Play Back 
·  In-house telephone relations and how to use the word urgent properly 
 
Workshop Bottleneck/Work Flow 
 
·  Discussion on methods to cope with unsystematic work flow 
·  Barriers to listening 
 
Anyone who wants to project and maintain a professional image while answering the telephone 
on behalf of the organisation. 
 
Master Facilitator and Distinguished Toastmaster, Stanis Benjamin is a motivational humorist 
and an accomplished speaker, consultant and trainer in the fields of business presentation 
skills, sales, communication, customer service, leadership and strategies for personal success. 
 
As a coach, consultant and keynote speaker, he has addressed many companies and 
institutions and has helped senior executives, high-achieving professionals and beginners to 
reach higher levels of performance. 
 
He was one of The Top 10 agents for sales and has achieved the Marathon Life Award, 
International Quality Award, Million Dollar Club Award as well as the Prestigious Million Dollar 
Round Table (MDRT) and Superstar Sales Awards. He has more than 12 years of Sales 
experience starting as an agent and has led a successful sales team as a District Manager. 
 
Stanis is a thought leader on how to create and sustain high performance. He combines theory 
with management practices to develop action-oriented techniques for building winning teams. 
He has been invited as an expert to speak on the topics “Behavior Focused Communication 
and Humor in Presentations” and has presented on Positive Business Minutes for News Radio 
93.8. 
 
He has gained excellent reputation for his work with human resource and training departments 
of numerous organisations to design and develop Sales, Personal Effectiveness, Leadership 
and Communication training programmes. Stanis brings with him over 15 years of training and 
coaching experience and is accredited by Edge Innovative Learning as an Executive 
Leadership facilitator. 
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REGISTRATION FORM 
 

                                                                                                                 
 

Training Centre 

 
Powerful Telephone Techniques  

�

� �

�

 22 & 23 Feb 2010     
�

� �

�

 4 & 5 May 2010   (9.00am to 5.00pm) 
S$680 (subject to 7% GST)                         Includes lunch & refreshments       

+Approved for SDF funding (for all companies)         
 Please indicate if you wish to apply   �  Yes    �  No      

Participant(s) Name Designation E-mail Contact No. 

1) 
   

2) 
   

3) 
   

4) 
   

Company:  

�  Member (MIS Membership No):  
�  Non-Member 

 
Billing Address: 

 

Contact Person:  Designation: 
 

Tel:  E-mail: 
 

How did you know about this course?  
(You may tick more than one) 

 

�  Brochure      �  Search Engines      �  MIS Website/i-marketer Portal      �  Events/Activities 

�  Print Ads (pls specify publication): ______________     �  E-mail Flyer (pls specify sender): ______________ 

�  Word-of-Mouth/Recommendation (pls specify): ______________     �  Others (pls specify): ______________   

Administrative Details 

Registration & Payment 

A place will be reserved for you upon receipt of your registration. After which 
an email confirming your reservation will be sent 2 weeks before course 
commences. Please make your payment either by Cheque or Giro (within 60 
days from course date) when you receive our invoice. All cheques should be 
crossed and made payable to “Marketing Institute of Singapore Training 
Centre” with the invoice no. indicated at the back of the cheque. GST is not 
applicable for registration from companies registered overseas. 

MIS Member Discount 

Corporate and Individual Members of MIS will be entitled to a 15% discount 
on all Executive Development Programmes. For membership enquiries, 
please email: membership@mis.org.sg. 

Group Discount 

A 5% discount for sending a group of 3 or more participants to the same 
course on the same date. 
 
Custom-Design Courses 
 

Courses can also be custom-designed to match your department or 
organisation’s specific learning requirements. Please contact us for further 
enquiries. Email: seminars@mis.org.sg or call 6327 7583/582/586. 

 

 

SDF Application 
 

SDF application must be sent in at least 2 DAYS BEFORE commencement 
of the course. To do so, companies have to register online with SDF at 
www.sdf.gov.sg before the start of the course. 
 
Please indicate on this registration form if you are going to apply for SDF so 
as to facilitate the administrative details for registration. In the event that 
application for SDF is not approved, the company will be liable to pay 
MISTC the balance amount of the course. 

Withdrawals 

There will be no cancellation fee if notice of withdrawal is given 14 days 
before commencement of course, after which a cancellation fee of 25% 
of the course fee will be levied. The full fee will be charged for 
withdrawal or no-show on the course commencement date. 
Replacements from the same company are allowed. 

Cancellation 

Marketing Institute of Singapore Training Centre reserves the right to 
change or cancel the training course due to unforeseen circumstances. 

Course Venue 
 

All courses will be held at MIS City Campus, Anson Centre, 51 Anson Road 
#03-53 Singapore 079904 unless otherwise stated. 

 
 
 

 
 

� � � � � � � � � �	 � � � 
 � � 
 � � � �� � � � � � 
 
 � � �
� � � �� � � � �� � ��� � �� � �� � � �� �� �� � � �� �  � � � �� � � � �� � �! � " �! � � � �� � �#$%&�' &( ) �����������������������������������������������������������������

� � � �� � � � �! � � �$�� � �� � � � �
* � � � �+�* � � � � �� � , �� � -� . ���
/ 0 �, �� +� 1� � 2�
 


