	Your Session Workbook
Communication and phone basics  ·  in-person session



Welcome. This workbook is yours to write in and keep. Use it throughout today's session to capture your thinking, take notes, and reflect. By the end, you will have a record of what you learned and one clear thing to take into your own customer calls.

	Today you will learn to:
1. Read what a customer is really feeling, beyond their words.
1. Adapt your tone and language to suit the situation.
1. Use de-escalation and listening skills to handle difficult calls.




	1
	Brainstorm: the customer iceberg


Working with your partner, write the phrase from your card at the top. Then fill in what you can see and hear, and what the customer might really be feeling underneath.

	Customer phrase:




	Above the waterline: what you can see and hear
The customer's words, tone, volume, and body language.






	Below the waterline: what they might be feeling or needing
The emotion or need underneath the words. What do they really want?








	2
	Listen in: the example call


As you listen to the example call, jot down what you notice. We will share these as a group afterwards.

	Customer emotions







	Agent actions










One thing that stood out to me from this call:




	3
	Role-play: observer checklist


When it is your turn to observe, tick what you notice and make a note for your feedback. Be specific and kind. You will use this in each round.

	☐
	Opened with a professional, warm greeting.

	☐
	Listened without interrupting and let the customer finish.

	☐
	Acknowledged the customer's concern before problem-solving.

	☐
	Adapted their tone to match the customer and situation.

	☐
	Used calm, clear language and avoided jargon.

	☐
	Used de-escalation techniques when the call got tense.

	☐
	Confirmed a clear resolution or next step.

	☐
	Closed the call professionally.



	Feedback notes
One thing they did well:

One thing they could try next time:





	4
	Wrap-up: my takeaways


Before you leave, capture what you are taking away from today.

	What worked well in the role-plays today?
Think about both what you did and what you saw others do.






	What did I find hard, and what will I do about it?
Being honest here helps you improve faster.






	The one skill I will use in my next customer call:




