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tee-ariented fimm, " KEMG has bee

Time you learn some phone etiquette

P HAVE all at some poind
af time been at the receiv-
ing end of the phone when

a rade rectplionisl. or secrelary

snubbeed vy e an undperssicd, one
kepl us i a limbo lissenmg to the
rune of “yankes doodie dandy’ ennd-
lessly, The frustration. of nol being
able 10 get through 1o & person can
anly be experienced and ot de-
serined. The way calls are handled
are very important espedially for
companics as it can make or mar i
yeputation,

“The phone sells not only geds,
services and ideas but also prestige,”
says the dynamic Minocher Patel,
launder direcior, Pune-based Eoole
Solitaire (“India’s first residential fin-
ishing scheel’), and a well-known
corpotaie rrainer wha recently beld
4 one day course in Rangalore for
1he scerctarics and rocepionisis of
1 muionational services comnpany
MM G The course was attended by
18 cager stall members from KPMGS
southem regional affices.

Says Fared, “Tndia is going throogh
atremenaons rransormation. Muolt-
natinmals have come in and people
ame fravelling abroad like never be-
fore’and imteracting with loreigners.
S il is very doprortant o aederstand
imtermational coliures and etigquetle,
mannes and personal grosming. A
ot of tormpanies bave old me they
have losr business as They did nor
ligve a savvw person 10 interact with
the foreigners!”

He adds thar companies spend
huge amounls pelishiog el mage
which is blawr up in ajiffy by an in-
~Hiciem fromt office sizffer. *This
conrrse 35 onat jast abwiag tee techii-
caliies of tone, ooduladon or the
right ceply. [0 is albabout attitrds to
work, seli-avwire ness and also high -
lights the fac rhan it you feel gond
ab=out voursell you G be betier on
rhe phone or with anyone olse you

are dealing vtk I firally boils down
1o self-esteem,” he zavs. He helisves
that cach mdivadual is unique and
has unique potentind which needs
L tapiped toumiczsh their innare oe-
ALive powers.

There are different progoanes
as per the company requircments,
iacduding on personal geeoming, per-
somal lvgrene, phone eliquette ln-
Llemational sensiriviry, rahle manners,
and s i

Says ANy Ganapaily, seniot man-
ager, learning and development,

EEMG, wiio roped in Patel 1ot the
training, “This i3 the [l year we
have [ocused on development of soft
skills hike communication, negotia-
tion, writing skills. We asked Patel 1o
dip the telephone ctiguene course as
wie thioughs that ji is a veny impay
rant area and nesded & conce ed
Feart tevimnpreae skill leveds ofihe sialf
Forour client that is the firs poing
of contact avd I there s a pleasacs
message and a rreerson who can help
e oul that means a 1ol toows in
terrns of isiness as KPMG B aseny

around for 7 yearsin ihe countr
and has 6 offices.
Addeds Aru, =T sessions have o

‘ready bien held i Muambai and she

-5 7, Y N A Al d
oed Tack wis rdmendonus, We ri-

" wived messages T managers wi

saic that they have seen a lot of i
provernent i thelr secretarial stzh
Somic clienes even phioned in o say
that they thought they had sone
a differenit company. We b amsse
arthe fact that a one-day prograsme
can i somach 115 been a Fanastic
conrye!”

In facy, the company iz planring
o train the entire firm and s wil
b polled aur in phases. Such & re-
sponse Can he achieved only by o
skilllul trainer and & convindng
speabier. Sitting through e session
it was casy 1o see why. Farel is del)
nilely an inspiring moiivational
speaker. s alk was peppeeed witn
guores from famaus peaple rangz.
from Swami Vivekavanda e Abra
s Liood.

His bivter truths of sell ansiyvus
wore sugar-coated i bumoin

His 1alk was insighiful and in
spived action oo building persena
excellence and unleashing innate en
erpies. He has conducted trainin.
prosmarms for Wthe cotpoTate secior ane
student community el over Indi.
and abroad in commirics Like UAT
Switzetland and 50 Lanka, Heis ke
visiring faculty of soine of the 1)
management instivnres of e coun
try. He has partictpated in the “Trairs
the Trainer” prograne in Wess G
many and Finland

Lonme argansations whaose om
plovees have benelived trom Pacel™
programenes incinde L& T Salyvan..
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