Scripts
a)    Opening Script
Welcome to Canon India. My name is " XYZ" . How may I assist you ?
 

b)    Closing Script
English
:
Mr./ Ms. ____ Is there anything else I may assist you with regarding Canon?
English
:
Thank you for calling Canon India. Have a nice day.
                        Or
English
:
Thank you for calling Canon India. Have a pleasant evening.
c)    Dead Air Script
English
:
I'm sorry I cannot hear you. I'm sorry I cannot hear you. Due to lack of response from your side I'm disconnecting the call. Please call us again. Thank you for calling Canon India. Have a nice day.
d)     Hold Script
( Varies from situation to situation ) - Remember , a hold procedure should include:
"Permission"     " Duration"    "Reason"
English
:
May I place you on hold for a minute, while I check your records
                        Or
English
:
May I place you on hold for a minute , so that I may address your concern.
e)    Coming back from hold.
English
:
Thank you for being on hold Mr./ Ms. ______ , I appreciate your patience.
 f)     Transfer Scripts
English
:
Kindly stay on line while I transfer your call to the concern department.
                                                 Or
English
:
Please stay on line while I transfer your call to (Name of the person)
                                                 Or
English
:
Please wait for a moment while I connect your line to the concerned (Name) person/department.
                                                 Or
English
:
Please stay on line while your call is transferred to the concern 

g )    Stop Service :
English
:
I would like to inform you that the services for your machine have been stopped, as your bills are not cleared. Please clear the bills as soon as possible so that we may continue your services. 
English
:
I am giving you the finance no. Of our branch office. Please contact over there for details of your bills. Finance No. __________. 
h )    C&M  : 
English
:
I would like to inform you that your contract has expired on_____________. You need to renew the contract in order to get services again. 
I am giving you the branch office no.__________. Please contact over there for the renewal of your contract. 
i )    Apologies/Empathy
English
:
I understand your concern Sir/Madam. 
I apologize for the inconvenience caused to you. 
j )    Positive Statements
English
:
I’ll try my best to send the engineer as soon as possible Sir/Madam. 
Sir/Mam I am forwarding your complaint on a priority basis, and rest assured that you will get our service soon.
k )   Escalated or customer asking for Supervisor
English
:
Definitely Sir/Mam, you can talk to my supervisor. So may I place you on hold for a minute while I transfer this call to him? 
Sir/Mam, right now my supervisor is not there. So I request you to call back after sometime
l )    For Toners when his contract is not a valid one: 
English
:
Sir/Mam, based on the contract type that you are having for your machine, I would like to tell you that the toner cannot be sent to you. For getting a toner you need to contact your nearest dealer. 
 m )    Customer using unprofessional language
English
:
Sir/Mam,  please refrain from using unprofessional language or else I need to disconnect the call. 
n)    While asking the email address
English
:
Sir/Mam, May I have your official email address. 

You have to follow the navy call list while confirming the email address.
  

 

 

