
Sample Session Plan

	Time
	Learning Objectives
	Outcomes
	Resources and Method of Delivery
	Assessment methods

	09:00 – 09:20
	Introductions – explanation of outcomes
	At the conclusion of training candidates with have the skills and knowledge to:

Answer telephone calls promptly, clearly and politely according to organisation standards 

Offer friendly assistance to the caller and establish the purpose of the call

Repeat call details to the caller to confirm understanding 

Answer caller enquiries promptly or transfer caller to the appropriate location and person 

Where necessary, record caller requests and information and pass on to the appropriate department or person for follow-up.  

Relay messages accurately to the nominated person within appropriate timelines 

Report threatening or suspicious phone calls promptly to the appropriate person and according to organisation procedures.  

Use language, tone and volume appropriate to the nature of the phone call. Included in above 

Obtain correct telephone numbers 

Establish clearly the purpose of the call prior to calling 

Use telephone equipment correctly in order to establish contact 

Communicate clearly your name, company and reason for calling 

Be polite and courteous at all times 

Document outcome of telephone call if required according to organisation standards 

Learning Principles: Primacy, Recency
	Workbook for students to complete and return within fourteen days.

Telephones connected to the system to provide simulated environment
	Observation of incoming calls through Role Plays, impromptu phone calls, third party report, recording and passing on messages.  Responding to different types of phone calls – angry customer, customers wishing to place orders, customer wishing to lodge a complaint, 

	09:20 – 09:40
	Answer telephone calls promptly, clearly and politely according to organisation standards
	
	
	

	09:40 – 10::00
	Offer friendly assistance to the caller and establish the purpose of the call.  Repeat call details to the caller to confirm understanding 
	
	
	

	10:00 – 10:15
	Answer caller enquiries promptly or transfer caller to the appropriate location and person 15 mins
	
	
	

	10:15 – 10:30 Morning Tea
	
	
	

	10:30 – 11:00
	Where necessary, record caller requests and information and pass on to the appropriate department or person for follow-up.
	
	
	Observation of outgoing calls, Third party report though role plays and live experiences

	11:00 – 11:15
	Relay messages accurately to the nominated person within appropriate timelines
	
	
	

	11:15 – 11:25
	Report threatening or suspicious phone calls promptly to the appropriate person and according to organisation procedures
	
	
	

	11:25 – 11:50
	Obtain correct telephone numbers – 20 mins
	
	
	

	11:50 – 12:20
	Establish clearly the purpose of the call prior to calling 20 mins
	
	
	

	12:20 – 12:30
	Document outcome of telephone call if required according to organisation standards 
	
	
	


OHS issues – workstation, cell phone, use of phones in storms 
Self reflection:

Things that worked Resources were great – students enjoyed working in the “live” environment – once it was finally connected

Things that need improvement would have been better if there had been prepared role plays – students found it a little difficult to work impromptu 

Things that went wrong more notice must be given to technicians – they require seven days notice in order to have room set up prior to commencement of training
	Document Name:
	TAEDEL401A Plan, organise and deliver ....... TMG V3
	Created Date:
	15 Mar. 14

	Document No:
	
	Version No:
	V1
	Last Modified Date:
	15-Mar-14

	© John Bailey 2010
	Page Sequence:
	Page 40 of 39



