WORDS THAT MAKE

A DIFFERENGE

Thought-provoking training about words that work or don’t work for customers
and how to choose words that create positive customer interactions.

1. The Power of Words

= Why just one word can be powerful
= Perceptions that can lead to reactions

3. Choice Overload

= Choice Overload phrases and questions
= How to simplify the message

5. Weak Words

= Words that create doubt and uncertainty
= How to create certainty and positivity

1. Autopilot

= Formal Talk and Superlative Overuse
= Maintaining a personalised approach

9.Negatives

= What do we mean by ‘Negative'?
= Choosing words for a positive message

2. Parent Talk

= Parent Talk words and the impact
= Words that move from Parent to Adult

4. Stalemate

= Stalemate scenarios and the impact
= How to move from Stalemate to Progress

6. Surplus Talk

= Falling into Surplus Talk and the effect
= Messages in long or simplified versions

8. Assumptives

» Assumptives and the impact on customers
= Building clarity and customer confidence

10. Making change happen

= Building self-awareness
= Creating new habits



MORE ABOUT THE TRAINING

This training is for: Anyone who interacts with customers (in person,
face-to-face, by phone or in writing) and their managers.

Course format: 1 hr 15 minutes of video content. Can be accessed
anywhere/anytime on any device. (Ask us about timings for classroom, webinar
or coaching formats).

How we make it engaging and easy for learners to transfer skills:

» Impactful presentations, engaging imagery, a variety of voices and
thought-provoking content.

= Fun comedy clips to get the message across about the impact of the
language habits.

= Practical, credible examples of customer interactions in different
settings.

= Real examples of customer interactions voiced by actors.
= Training can be accessed repeatedly for three months.

= Managers can use the training for follow-through coaching.

Can be:

1. Used as stand-alone training or supported with further coaching.

2. Combined with other customer service topics.

3. Delivered using video, webinar, classroom or via a focused coaching approach.

To find out more, reach out to us at:
hello@virada.co.uk Tel 0330133 46 46

virada



