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TRAINING



Workplace Bingo

	Today’s Date:      

	I calmed down an Irate Caller that began the call by yelling when I said: 
     
 FORMCHECKBOX 

	I made a customer  laugh when I said: 

     
 FORMCHECKBOX 

	I spoke with a caller whose first name was one of these:  John, Bob, Sue, Jane, Mike, Rachel, Debbie, Jeff, Lisa, Jason, Chris, Joe.
 FORMCHECKBOX 

	At the end of the call, a caller commented on how “Helpful” I was! (
 FORMCHECKBOX 

	I maintained good body posture as I sat at my desk all day and 3 different stretches to help overcome muscle fatigue.                 FORMCHECKBOX 


	I used ‘spell check’ on every Email before I sent it out.
 FORMCHECKBOX 

	I stayed hydrated and drank 48-64oz of water during my shift.
 FORMCHECKBOX 

	I Acknowledged a caller’s opening remark with “You bet!” or “Let’s take a look”.
 FORMCHECKBOX 

	I was focused today and hit my 
     
goal.
 FORMCHECKBOX 

	I avoided a  Can’t, Don’t, Won’t and instead I said: 
     
 FORMCHECKBOX 


	I Acknowledged a caller’s opening remark with “Yes I can!” or “Absolutely” or “I am glad you called.”
 FORMCHECKBOX 

	I avoided an accusatory YOU with a customer that did something wrong, when I used (Impersonal) word and said:      
 FORMCHECKBOX 

	

	I replaced a Heavy Obligation phrase with a Lighter Alternative on several calls when I said:      
 FORMCHECKBOX 

	I used Tonal AND Verbal Empathy to sooth a very upset or frustrated caller when I said:      
 FORMCHECKBOX 


	I used a Help Statement by saying, “HELP ME with      ”
 FORMCHECKBOX 

	I used an Affirming Phrase to make a caller feel GOOD when I said:      
 FORMCHECKBOX 

	I used Tonal Empathy such as “Oooo”, “Awww”, “Hmmm” with a worried caller.
 FORMCHECKBOX 

	I sent a positive work related email to compliment or thank       <co-worker name> in another department.
 FORMCHECKBOX 

	A caller commented on my “Positive” or “Friendly’ or “Cheerful” tone of voice. 
 FORMCHECKBOX 


	I used an Affirming Phrase to make a caller feel SMART, when I said:      
 FORMCHECKBOX 

	I ended every call with a Courtesy Phrase when I said:       or      .
 FORMCHECKBOX 

	I used the proper
Greeting, including a positive tone, on each and every call.
 FORMCHECKBOX 

	I successfully replaced Can’t, Don’t, Won’t with Can, Do, Will during a call when I said:      
 FORMCHECKBOX 

	I said “Congrats!” or “Good for you!” or “That’s awesome!” in earnest to a co-worker or customer on a job well done!
 FORMCHECKBOX 
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