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We can be independent when we do it together.  

www.MyCIL.org 

CONSUMER CARE
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Learning Outcomes

1. Identify three strategies to create a positive 
consumer experience

2. Develop and enhance existing communication skills
3. Understand our consumer care standards
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Titles and Terms – ACES$ Style

Titles for customer service, or as we define it, Consumer Care, differ at ACES$, 
depending on the State and Program you’re serving.

Illinois Consumer Care Specialist

Wyoming Participant Care Specialist

Virginia Member Care Specialist

Washington and Pennsylvania are smaller programs where the Director handles all 
consumer care.



ACES$ Financial Management Services                 www.mycil.org 4

How do you define great consumer care?
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Warm Welcome
◦ Begin the call with a greeting that feels natural and includes… 

◦ ACES$

◦ Your name

Be sure to:

◦ Convey openness 

◦ Exude confidence

◦ Make the caller feel welcome

Remember, your body language influences your tone of voice



ACES$ Financial Management Services                 www.mycil.org 6

Asking Questions
◦ Speak in Complete Sentences

◦ Client ID? vs. What is the client ID number?
◦ Date of Birth? vs. Can you please verify your date of birth?

◦ Avoid Acronyms

◦ Open vs. Closed ended questions
◦ Multiple yes/no (Closed) questions can make a call feel rushed

◦ Ask clarifying questions to verify you understand the issue fully
◦ “When you say you submitted your timesheet, was that by fax, email, etc.?”
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Putting Callers on Hold
◦ If it will take 30+ seconds to find an answer, ask and receive permission 

to place on hold. 

◦ Hold should not last more than 2 minutes: if so, offer callback within an 
identified time frame.

◦ Upon return, thank caller for holding and confirm they are ready to 
continue the conversation. 
◦ “Thanks for holding Amir, I found the answer for you if you’re ready…”
◦ “Hello, Amir? Hope the hold music was alright! 

I have your information ready…”
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Transferring Calls
Investigate first to reduce the need to transfer a call.

Cold Transfer: (Not recommended) Transfer the call without speaking to new agent first.

Warm Transfers = GOAL

1. Explain reason for transfer and where caller is transferred.

2. Ask permission to initiate the transfer and wait for answer.

3. Brief the new agent before transferring call (without the caller hearing).
◦ Describe the call reason and any background information 
◦ KEY: Prevent the caller from repeating their story.

4. Transfer the call.

How to Transfer: Press transfer (puts caller on hold)  Dial Extension  Brief agent  Press transfer
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Closing
◦ Summarize - including any commitments of yourself or the caller.

◦ “I will email the payday schedule to your Gmail along with the link to the Document Portal so you can 
bookmark it on your computer…” 

◦ “Be sure to fax us the updated timesheet with “CORRECTED” on the top to the _____ fax number. Then we 
will be able to get it set for processing…”

◦ Confirm- Have all questions been asked/answered? 
◦ “Is there anything else I can help you with?”

◦ “Do you have any other questions today?”

◦ Warm Close, let them hang up first.
◦ “Thanks for calling, don’t hesitate to reach back out again. Enjoy your day!”
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Language Matters

◦Flip the Script to Positive

Can’t vs. I can send you the release form, which will help…

Won’t vs. I will absolutely look into that issue to be sure you have 
the best answer….

Don’t vs. I do know who can answer that question, bear with me 
while I….
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The AAA’s of Consumer Care

Acknowledge the presenting issue.
◦ Work to develop a deep understanding.

Align with the person’s emotions by offering empathy.
◦ A person should feel heard and validated.

Assure the person that you will be able to solve their problem.
◦ Fix the problem. The focus of this step is to make it very clear that you will do 

everything in your power to come to a satisfying and thorough resolution.
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Example: Acknowledge, Align, Assure

Eram
“I was paid but it was missing a day of work and I don’t understand why it 
wasn’t included! I depend on a full paycheck. I need you to fix this right now!”

ACES$: 
“Got it, your paycheck doesn’t reflect what you actually worked. I can’t 
imagine what it must feel like not to have the money you were expecting. I’m 
glad you called today.  Let’s start with…   so I can find out what might be 
happening.”
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Example: Acknowledge, Align, Assure
Ami
“I got a voicemail from someone saying that my timesheet was too 
dark and can’t be read. I feel like I am always having issues no 
matter what I do. 

ACES$: 
“Thanks for calling back Ami. I can relate to that stress!  Sometimes 
timesheets can’t be read even though you may have written it clearly 
- so let’s work together to figure out what’s going on.”
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Active Listening
Body language, facial expression, and speech

 Listen by hearing, observing, encouraging and remembering. 

Consumers should feel heard
◦ “Thank you for your feedback, we rely on your input”

◦ “You are clearly a very resourceful person”
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Listening is the oldest and perhaps the most 
powerful tool of healing. It is often through 
the quality of our 
listening and 
not the wisdom of 
our words that we 
are able to 
effect the most
profound changes 
in the people 
around us. 

- Rachael Naomi

15
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Tone

◦ Exude confidence
◦ Avoid umm, uhhh, I’m not sure, etc.  Instead use “Yes, Sure, Great, Absolutely, Of course.”

◦ “That is a great question. May I have your….”

◦ “Yes, let me find that out for you!”

◦ “Sure! I can…”

◦ “I want to be sure I give you the best information, let me look into that.”

◦ Smile when you speak - body language affects your tone

◦ Convey openness and acceptance

**Self Care**
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Pacing

Empathize and take lead of the conversation at a pace comfortable 
for caller.

◦ “Wow, that must have been frustrating, tell me your [HIPAA validation] and I can 
see what’s going on.”

◦ “I feel like I have enough info to understand what’s happening. Would you please…”

◦ “I can’t imagine what that must have felt like. Help me by starting with…”

◦ “You have so much to be proud of! Let’s figure out this issue so you can get back to 
your…”
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Silence and “Dead Space”

◦Verbally narrate what you are doing, clear the “dead space/silence”
◦ I am looking up your information…

◦ Let me see what I can find here…

◦ I am entering in the details….

◦ Bear with me while I locate…
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Consumer Care Standards

Active listening and empathy do not require a longer call:
1. Listen actively to solve a problem correctly the first time. 

2. Focus calls on answering questions and redirect as needed.
◦ Avoid personal details and off-topic discussions.

3. Use your ”tool belt” of communication skills to create a positive experience.

Standard: 97% Answer Rate, Answer within 5 seconds

*Our quality consumer care 
is what sets us apart from others*
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Who Are Our Consumers?
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Person-Centered Practice

1. Seeing people first 

2. Ordinary language and images 

3. Searching for gifts & capacities

4. Strengthening the person’s voice 

5. Define a desirable future 
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Sympathy vs. Empathy

https://www.youtube.com/watch?v=1Evwgu369Jw
https://www.youtube.com/watch?v=1Evwgu369Jw


ACES$ Financial Management Services                 www.mycil.org 23

What Did We Cover?

1. Identify three strategies to create a positive 
consumer experience

2. Develop and enhance existing communication 
skills

3. Understand our consumer care standards
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Questions?

Thank you!


