
TELEPHONE HANDLING

There is a proper method of talking on the phone. The phone is a mode of communication where people do not get a chance to see each other. All they have is their voice. There is a protocol of receiving a phone call and making a phone call.                                                                                                                          

First the phone should not ring for more than three times. This does not mean that you wait for the phone to ring three times and then pick it up. It means that the maximum number of times the phone should be ringing is three. Remember you have a customer out there.

Once you pick up the call there is a certain way that the call is handled. The customer expects professionalism from you and your company.

Please never forget, it is Nice to be Important but still more Important to be Nice.
Speak directly into the mouthpiece, slowly and clearly, in a natural tone of voice. Be sincere, friendly and interested.

Problem Solving Checklist

· Listen Carefully. You have to pay attention to the caller and not get distracted.

· Use the customer’s name. Using the customer’s name makes the customer feel that you are paying attention to him/her and are concerned.

· Ask questions to clarify. You must ask the customer questions to ensure that you have correctly understood what he/she is trying to say.

· Behave in a mature and responsible manner. Do not have side conversations do not use abusive language. Do not laugh or giggle while talking on the phone.                

· Tell the customer what you are going to do and when. If the customer is talking to you and has complained about something. He needs to have something done about it. You have to take responsibility to do that something so you will tell the customer what you are going to do and when you are going to do that.

· Take immediate action to solve the problem or refer it if necessary. The customer depends upon your action to resolve the issue. If you have promised to do something. DO IT.

GETTING TELEPHONE HANDLING RIGHT

· Respond quickly. Be sure that you pick the phone up in three rings. Imagine if you were the caller, you wouldn’t like to be kept waiting for someone to answer the call.

· Identify yourself. The caller would like to know who has picked the call up. When you make a call to someone you would like to know who is receiving the call wouldn’t you?

· Be very professional. Be sure that you answer the phone giving all details and speak decently respecting the person on the other end.

· Get your voice perfect. Be clear and make sure that you have nothing in your mouth, like food, paan, chewing gum, a sweet or chocolate.

· Help. The person on the other end would like assistance, maybe even to ask to speak to another person, be polite and help. Remember that you also use the phone and are sometimes in the same situation.

· Terminate politely. End the call on a pleasant note. No sense in both people getting angry and disconnecting the call. 

Using Answering Machines Correctly

Answering machines and/or voice mail are also common business communication

tools. While personally answering the telephone is best, the use of an answering machine or the use of voice mail is an acceptable alternative. The purpose of a recorded message is to convey information as clearly and concisely as possible. Before recording the message for an answering machine or a voice mail message, write down what you want to say. 

Make sure the message conveys 

(a) The company and person that have been reached; 

(b) That you are not in your office; 

(c)  The information you need to return the call, i.e., the caller’s company and their name and number; and 

(d) When they can expect a return call.

The preferred choice is to transfer your phone, if possible, to a colleague when you cannot answer the phone. If that is not possible, use an unlimited time tape so that the caller will not be abruptly cut off in the middle of leaving a message. The same basic rules apply when leaving a voice message on someone’s answering machine.

Make sure that the message you leave is clear and concise. Speak slowly, giving your name, the name of your company if there is any concern that the person you are calling does not know or remember you, your phone number, the reason for calling, and when you can be reached. 

Ask for a return phone call only if you cannot easily leave the information on the machine or voice mail. In many instances others can hear and/or retrieve the message; therefore, do not leave personal, sensitive, or embarrassing information on an answering machine.

Never just hang up once the machine has turned on; have the courtesy to leave your name and say that you will call back later. Do not leave personal, sensitive, or embarrassing information on an answering machine.

WORDS AND PHRASES USED ON THE TELEPHONE

· Please and Thank you.

· Caller’s name with correct pronunciation.

· I am very sorry Sir ……..

· Excuse Me.

· I would be happy to do that for you.

· How may I help you?

· Thank you for waiting.

· Is there anything else that I can do for you?

· May I have your name please? 

· Who should I say is calling? 

· Kindly give your name and telephone number.

· Could I ask you to call back?

VOCAL

	Tone
	Expresses feeling or emotion

	Inflection
	Emphasizing words or syllables to enhance the message

	Pitch
	How high or deep the voice sounds

	Rate
	Number of words spoken in a minute

	Volume
	Loudness of speech

	Enunciation
	Distinct ending of the words

	Warmth
	Presence of comfort in the voice.


DO’S AND DONT’S OF TELEPHONE HANDLING 

· Be polite and patient

· Be friendly

· Confirm

· Be professional

· Ask questions

· Greet

Don’t’s

· Don’t interrupt

· No personal questions

· No foghorns

· No side conversations

· No abusive language

· Don’t mislead

· Don’t let the phone ring too long

TELEPHONE SKILLS

1.Why should you pick the phone within 3 rings? 

One should pick up the phone within 3 rings , cause it is not good to make the customer wait for a longer time . 

2. How do you greet the caller?

Greeting :- Good morning  welcome to xyz company, this is…………….from the customer service department. How may I help you?  

3. How do you put the caller on hold ?

 To put the customer on hold one should tell the customer please hold the line, I will try

to locate the concerned person.

4. How do you transfer the call?

To transfer the call one should tell the customer, kindly hold the line I will transfer the line to the concerned department. 

5. How do you end the call?

One should end the call politely, thank you for calling xyz company glad to be of help, have a nice day!  

6. What are the points in the problem solving check list?

Listen carefully.

Use customer’s name.

Ask question to clarify.

Behave in a mature & responsible manner.

Tell the customer what your going to do and when.

Take immediate action.

End the call politely.  

7.What is the importance of your voice?

As there is no physical presence of the customer as well as of the agent, voice is the only mode of communication so we need to project our voice in a clear & efficient manner.

8. Why should you be asking questions?

One should ask effective question to clarify customer’s needs.

9. What are Transition Statements?

Transition statements are small talks that is made to develop a rapport with the customer when there is dead air in the conversation.

10. List some words & phrases used on the phone?

How may I help you?

May I have your name please?

Please & thank you.

Is there anything else I can help?

Who should I say is calling?

Thank you for waiting.

Have a nice day.

11. What are the do’s of telephone handling?

Greet.

Be polite & patient.

Be friendly.

Confirm.

Ask question.

Be professional.

Terminate politely.

12. What are the don’ts of telephone handling?

Don’t let the phone ring to long.

Don’t interrupt.

Don’t mislead.

No side conversation.

No abusive language.

No foghorns.
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