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Training 2 – Professional Telephone Etiquette (receive phone calls)

1. Introduction 
A professional initial greeting usually consists of four components
1. ‘Good morning’ or ‘good afternoon’ or ‘thank you for calling...........’
2. Announce the name of the organization – this reassures callers that they have called the right number and correct organization.
3. Introduce yourself to the caller
‘This is’................. (your name)
4. Offer to help the caller 

· An example of initial greeting
‘’Good morning , Top Notch Financial Services , this is Melody, how can I help you?”

· An example of receiving a phone call 
‘’Good morning , Top Notch Financial Services , this is Melody, how can I help you?”
“Could I speak with Janet Wise please?”
“Certainly, may I ask who is calling?”
“This is John Smith with Alders Company”
“Mr. Smith, may I place you on hold to see if Mrs. Wise is available to take your call?”

2. Practice makes perfect
Role Play
Scenario 1
	Staff
	Good morning/afternoon, Top Notch Financial Services. This is (your first name) speaking. How may I help you?

	Caller
	Can I speak to ……………………..please?


	Staff
	He/She is not available at the moment. Would you like to leave a message?


	Caller
	No, I’ll call again. Thank you 


	Staff
	Thank you for your call. 




Scenario 2 
	Staff
	Good morning/afternoon, Top Notch Financial Services. This is (your first name) speaking. How may I help you?

	Caller
	I’d like to speak to …………….please?


	Staff
	Yes, certainly. Please hold the line while I see if he/she is available. May I ask who is calling please?


	Staff
	Sorry, he/she is not available at the moment. Would you like to leave a message?

Other replies instead of not available
· He/She is not in the office at the moment
· He/She is in a meeting. 
· He/She is with a client at the moment. 
· He/She is on another call. 

	Caller
	Yes, please. Can you get him to ring Alvia Diplock on 9872 1232 as soon as possible please?


	Staff
	Can you spell that please? (If you are not sure. Repeat name or spelling and tel number)
I’ll pass on your message to ………. Thank you for your call. (Have a nice day)



Scenario 3
	Staff
	Good morning/afternoon, Top Notch Financial Services. This is (your first name) speaking. How may I help you?

	Caller
	I received an invoice from your firm I think there is an overcharging in the fees. I’d like to speak to someone about it please?

	Staff
	The Accounts manager should be able to help you. May I ask who is calling please?”


	Caller
	Mrs Jane Sanders


	Staff
	Mrs Sanders, please hold the line while I transfer you.


	Caller
	Thank you. 


	Staff
	You are welcome. 


	Accounts manager
	This is Dona speaking.

	Staff
	Hello, Dona, a client, Jane Sanders, is ringing about an overcharge in the fees. Can I put her through?

	Accounts manager
	OK put her through. 



Scenario 4
	Staff
	Good morning/afternoon, Top Notch Financial Services. This is (your first name) speaking. How may I help you?

	Caller
	This is John Nash. I’m the manager of Go Kart, one of your clients. I’d like to speak to the person working on Go Kart’s accounts please?

	Staff
	Yes, certainly, Mr Nash. I’ll see if he/she is available. Please hold the line.


	
	Sorry, he/she is not in the office at the moment. Can I get him/her to call you?


	Caller
	What time would he/she be in?


	Staff
	Sorry, I’m not sure. 


	Caller
	OK. I’ll call again. 


	Staff
	Alight then. Thank you for your call. 
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