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Telephone Skills



















Business Calls

> Customers

 Will call the business 
for:

 Information
◦ Catering 

◦ Directions 

◦ Hours of operation

> Vendors

 Will call the business 
for:
◦ Delivery times

◦ New products

◦ Purchase orders 



Telephone Techniques

> What is more important?

What you say or how you say it?

> More Considerations:

Background noise

Non-verbal communication

Service businesses expect

Voice levels



Answering the Telephone

> Smile

> Speak clearly and calmly 

> Be polite and helpful 

> Be able to:

Answer most frequently asked questions

 Provide directions to the business



Greeting

> Thank the caller for calling

> Depending on the time of day, say:

Good morning

Good afternoon

Good evening

> Identify the name of the business

> Provide your name



Messages

> Date

> Time of call

> Name of caller

> Name of person who should 

> receive message

> Message




