Technical Support Department

Mike is working in a technical support department and Joe calls in. Work through the problem with him using open ended questions such as what, where, when and how.
Mike: “Good morning, you have reached Support Service, this is Mike. How
may I help you?”
Joe: “Good morning Mike. My name is Joe and I am having a problem with
my internet connection.”
What should Mike ask next? Remember to use positive language.
Mike:
_____________________________________________________________
_____________________________________________________________
_____________________________________________________________
What other questions should Mike ask Joe to help him with the issue?
How:
_____________________________________________________________
_____________________________________________________________
When:
_____________________________________________________________
_____________________________________________________________
Where:
_____________________________________________________________
_____________________________________________________________


Source:  LLEO Essential Skills Training Call Centre manual (2004) p. 60 
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