Phone Etiquette


Publish Contact Information

· All A&F employees must go in to P.A.S.S. to update their contact information for the on-line directory.
Action: Create instructions to update business contact information in P.A.S.S. to include: Email address, phone number, building & room #.   If an employee does not have a designated business phone #, publish the department’s main #

Add mail code, fax #, website, and business cell phone fields to Online Directory

Answering Calls: Create a Good First Impression
· Answer promptly (before the third ring if possible)

· Be polite and courteous – don’t forget the pleases and thank yous

· Before picking up the receiver, end any other side conversations and remove distractions – focus attention on the caller
· Smile! – it shows, even through the phone lines

· Speak clearly and slowly

· Never talk with anything in your mouth (including gum!)

· Lower your voice if you normally speak in a loud tone

· Keep the phone two-finger widths away from your mouth

· Don’t interrupt – listen to the caller’s needs/concerns, then figure out how best to assist them

· Seek clarification:

· “If I understand you correctly…”

· “So you’re saying that…”

· “This is what I understand you are telling me…”
Common Greetings:

“Hello/Good Morning/Good Afternoon, (Department Name), this is (Employee Name), how may I help you?”




OR

“Hello/Good Morning/Good Afternoon, this is (Employee Name) with the (Department Name), how may I help you?”

Action: Phone etiquette training; Spot checks; Create a cheat sheet that includes the established greeting as well as a list of university customer service areas, and directions to transfer calls.

Putting Callers on Hold

· Always ask permission first – and wait for an answer

· If leaving the caller on hold for longer periods of time (longer than a few seconds), check back in with them every 15-30 seconds to inform them of the situation or if they prefer, get their name and a number so you can call them back
Transferring a Caller

· Explain to the caller what you’re doing

· Tell the caller who you’re transferring them to

· If possible, provide them with the persons extension in case of accidental disconnection

· If possible, introduce them and explain the situation to the person you’re transferring them to so that the caller doesn’t have to explain the situation again

· If the caller has reached your department in error, be courteous and if possible attempt to help the find out where they should call and/or with whom they should speak
Taking Messages

· Be prepared with a pen and paper whenever answering the phone

· When taking a message for someone else, include the following information:

· Caller’s name and department (or company)

· Time and date of call

· What the call is regarding

· If the caller wants a return phone call (if so, get the best return phone number)

· Repeat the message to the caller

· If someone is taking calls for you, pick your messages up from them – don’t make them come to you
· Tactful responses:

	What you mean:
	Tell the caller:

	“He/she is out”
	“He/she is not in the office at the moment.  Would you like to leave a message with me or on his/her voicemail?”

	“I don’t know where he/she is”
	“He/she has stepped out of the office.  Would you like to leave a message with me or on his/her voicemail?”

	“He/she hasn’t come in yet”
	“I expect him/her shortly.  Would you like to leave a message with me or on his/her voicemail?”

	“He/she is in the restroom”
	“He/she has stepped out of the office.  Would you like to leave a message with me or on his/her voicemail?”

	“He/she took the day off”
	“He/she is out of the office today.  Would you like to leave a message with me or on his/her voicemail?”

	“He doesn’t want to be disturbed”
	“He/she is unavailable at the moment.  Would you like to leave a message with me or on his/her voicemail?”

	“He/she is busy”
	“He/she is unavailable at the moment.  Would you like to leave a message with me or on his/her voicemail?”


Handling Difficult Callers

· Remember to listen – allow them to vent; stay calm and be sincere

· Don’t over-react to trigger words

· Only when the caller is finished “venting” should you provide comment and begin with assistance

· Focus on solving the problem – don’t internalize the attack

· Don’t blame anyone for the problem, no matter who is at fault – it’s counterproductive and won’t help resolve the issue

· Apologize to the person for caller for the inconvenience; you don’t have to agree, but the empathy and sincere apology can help them calm down and be open to the possible solutions

· Paraphrase and ensure you understand their complaint/situation before brokering a solution

Some Alternative Dialogue for Consideration

	Instead of…
	Say…

	“Hold on”
	“Will you please hold while I…?”(and wait for their answer)

	“Who is this?”
	“May I have your name please?” – or –

“Who is calling, please?” – or – 

“May I ask who is calling?” – or – 

“With whom am I speaking?”

	“Thank you for call Human Resources, X department, at the University of Houston.  My name is Jane Do, how may I help you?” – or – 

“This is Jane”
	“Human Resources, Jane Do”

	“I can take a message”
	“I’ll be happy to take a message and be sure it gets to _______ right away.”

	“We can’t do that.”
	“I believe we can off (alternative)…will that work for you?”

	“__________ is responsible for that”
	“I’m sorry you’re having a problem, what can I do to help?” 

	“Like I told you before…”
	“I’m sorry you’re having this problem.  Let’s find a way to resolve this issue.”

	“No one here would have promised you anything like that.”
	“If I understand you correctly, you were promised…” “Let’s figure out the best solution to get this resolved for you”

	“If you would just listen.”
	“I understand you are upset, I apologize for the trouble you’re having with this.  Let’s figure out the best solution to get this resolved for you.”

	Sentences starting with “you”
	Sentences starting with “I”


Ending Calls: Last Impressions

· Let the caller hang up first

· Be polite and courteous

Making Calls

· Introduce yourself – don’t assume the person has caller ID

· “Hello, this is _________________”

· If the person answer doesn’t identify themselves:

· “Hello, this is ________________.  With whom am I speaking?” or May I speak with…….
· Always know and state the purpose of your call

· If you told someone you’d call them back at a certain time, call back as promised
Your Voicemail

· Record your own personal greeting
· Update your recording each day (if possible), and always update your e-mail when you are out of the office and when you are out for an extended period of time.
· Include in your greeting your name, department,  and the date
· Check your messages daily and return messages within 24 hours

· Reply to, forward, or delete messages immediately

· If forwarding a voicemail to another person, be sure to explain to the person to whom you’re forwarding the message why you’re sending it to them
· Sample voicemail:

· “Hello, you have reached (employee name) with The University of Houston (department name).  Today is (date).  I am in the office today but either on my phone or away from my desk.  Please leave a message and I will return your call as soon as possible.  Thanks for calling and a good day.”

· Hello, you have reached (employee name) with The University of Houston (department name).  Today is (date). I am out of the office today but will return on (date); you may press # at any time to bypass this message to leave a message.  If your call needs immediate assistance, you may contact (contact name) at (extension) or leave me a message and I will return your call as soon as possible.  Thanks for calling and have a nice day.”
· “Hello, you have reached (name) with The University of Houston (department name).  Today is (date).  I will be out of the office until (date).  Please leave your name, number and a brief message as to the nature of your call.  I will respond upon my return.  If you need immediate assistance, please contact (contact name and extension) Thanks for calling and have a nice day.”
· “Hello, you’ve reached the voicemail of (name) with the University of Houston’s (department name). I will be out of the office from (date) to (date). If you need immediate assistance, you may hang up and dial the Customer Service Center at 713-743-3988.  I will (will not) be checking my voicemail while I am out.  If you will leave your name, number and a brief message, I will return your call (not checking voice mail - when I return on date) (checking voicemail – at my first opportunity). Thank you.”

· “Hello, you have reached (name) with The University of Houston (department name).  Today is (date) I am in the office but will be in (meetings, training, etc) all day; If your call is urgent please contact (contact name and extension) or leave a message, I will return your call as soon as possible.  Thanks for calling and have a nice day.”
Leaving a Voicemail

· Speak clearly and slowly

· Be sure to leave your name and number (at the beginning and end of the message)

· Leave the date and time of your call

· Keep message short, to the point, and what specific action(s) your expecting the recipient to take (if any)
Action:

Spot checks

Create a cheat sheet that includes the established in the office and extended absence voicemail greetings as well as instructions on how to check voice mail from home

