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Incoming Telephone Calls

Policy	Incoming telephone calls are handled in a professional, courteous and prompt manner.  

Definitions	Standard telephone phrases are the responses which should be used by employees of the organisation to deal with specific telephone situations.	

Procedure
Answering the call
Answer all incoming telephone calls by the third ring.  
Calls to the general telephone number will be answered by the Administration Officer and transferred to the relevant extension as necessary.  

Standard telephone phrases to be used
The following phrases should be used when answering incoming telephone calls:

Incoming call situation
Reception
Program area
External call 
Good morning/afternoon (name of organisation). May I help you?
Good morning/afternoon, . . . . speaking.
Internal call 
(Name) speaking.
(Name) speaking.
Transferring calls to extension
(Repeat the name of the person wanted.) One moment please.

If the extension is busy:
That extension is busy at the moment. Would you like to hold or may I take a message?

If the person is unavailable:
(Name) is not available at the moment. May I take a message?


Taking a telephone message
Take the message and repeat the details back to the caller. 
Take the message and repeat the details back to the caller. 



Incoming call situation
Receptionist/Administration Officer
Other employee
Screening a call 

(If the Manager or other employee asks for their calls to be screened.)

When caller asks for Manager/ employee:
May I ask who’s calling please?

When speaking to Manager/ employee to see if they will take the call:
(Name) wishes to speak with you. Do you wish to take the call?

When the Manager/employee
 wishes to take the call:
. . .  I am transferring you now.

When the Manager/employee does not wish to take the call:
. . .  is unavailable at the moment. May I take a message?


Ending a call

Thank you for calling. Goodbye.
Let the caller hang up first.

Thank you for calling. Goodbye.
Let the caller hang up first.

Telephone messages
Record the message on a Telephone Message Slip.
Include:
	name

organisation
phone number
message
date
	time

	Repeat the message back to the caller to ensure the details you have recorded are correct.

After the call, place the Telephone Message Slip in the employee’s in-tray as soon as possible or email the message.


Creating messages on answering machines or a voicemail service
Follow the manufacturer’s or telephone company’s instructions when creating a message. 
The message should be: (Name) is not available at the moment. If you leave your name and number, (name) will get back to you as soon as possible.
	For organisations that are only open on certain days or for limited periods of time, the message could be: Hello, you’ve reached (organisation’s name) our office hours are between (e.g. 8.30 am to 2.30 pm, Monday, Wednesday and Thursday).  If you leave your name, a contact number and a brief message, someone will call you back as soon as possible.

Personal telephone calls
	Keep personal calls to a minimum. While all employees will receive personal incoming calls, the quantity and length of these calls needs to be monitored so they do not affect the employee’s capacity to undertake their assigned duties.


Related documents
Telephone Message Slip



