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E-Dude’s
Business Phone Etiquette Checklist
Compliments of

www.Business-VolP-Phone-Service.com

Smile! Make sure the person doing the company’s main outbound auto
attendant is smiling when doing the recording!

Be prepared when making calls. Establish who you are, the purpose of the
call and credibility immediately. Introduce yourself and your company, recap
the reason for the call and what you're trying to accomplish.

In-bound calls — Simple, professional greeting with a basic introduction. Smile
while answering the phone! No gum chewing or eating.

Enunciate and slow down! Don't act rushed, the caller is THE most important
person to you right now. Make them feel special, like you really care what's
happening.

Never interrupt a person who's talking to you. Never argue! If a call
becomes unpleasant, ask the caller to hold and take the call in a private place,
or escalate to your manager.

No personal calls on company time.

Transfers and holds - ask permission to transfer a call or to put a caller on
hold AND WAIT FOR THEIR ANSWER. Use the term "one moment please" if
required, not "wait a second". Make sure you have asked you caller if they will
take voicemail if the party is not available.

Be a competent phone operator. Anyone and everyone from the receptionist
to the President who uses the phone for business must be trained. All
employees should understand AND PROVE COMPETENCY:

How to transfer calls inside the facility, including announcing a caller and then
putting callers directly to voicemail.

Transfer calls to a location outside of the company, including three way calling
with transfer.

Retrieve a call that is on hold or in process of transfer.

Other time saving skills are dropping a caller while on three way calling,
announcing calls during transfer and setting up speed dialing lists.
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Be polite to everyone, like you're talking to your grandmother. Better sickly
sweet than rough and brash. Have employees practice until they get it right.

Think of all calls as a face to face real-time discussion and listen actively,
learn these active listening skills.

Keep notes while talking, keep track of who's who in the organization you're
dealing with.

Use peoples names frequently, ask permission to call them by their first
name if appropriate.

Make sure you thank the called party for taking your call and the time spent
in talking with you before hanging up.

Ask permission before asking detailed questions or sharing sensitive
information.

Have a company communications policy that deals with what may be
discussed on the phone, sent via e-mail or fax and so forth.

Your outbound greeting should be short and to the point. Try to update it
daily or weekly so the caller is assured you check your voicemail regularly.

When leaving voicemail, make it simple and to the point, state your name,
company and a short reason for the call. Make sure to include your phone
number with the area code. There's nothing worse than making the called party
listen all the way to the end just to realize you left off your name or phone
number.

Outbound calling times are 8:30AM to 9PM weekdays. Weekends it's 10AM to
about 8PM, maybe 6PM on Sundays.

Be careful hanging up the phone, use the "release call" button and don't
drop or slam down the receiver. Put callers on hold if you must talk to another
while they are on the line.

Make sure all employees understand how to properly report and deal with

on-site 911 emergencies; including address and location as some VolP phone
service doesn’t show 911 origination.

SLOW DOWN - ENUNCIATE!
THE CALLER 1S THE ONLY JOB RIGHT NOW
BE AN ACTIVE LISTENER!
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