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Name of Course 

 
Course Title Call Monitoring Standards 

 
 
 
Who should attend? 
 
 
 
 

All new staff or staff new to using the 
telephones 

Overview 
 
 
 
 

Details of what is required when taking calls 
and how calls are assessed. 

Duration 
 
 

30 minutes 

                               
 
                               
 
 

1)  Why calls are monitored 
 

2)  How calls are monitored 
 

3)  Call Ratings 
 

4)  Questions 
 

           

Course Content 


