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Phone Etiquette:  How to answer the phone at work.

Focus
Role Play- Have a couple of people act out a bad example of answering the phone at work.  Then ask the students if they believe that was a proper way to answer the phone while working.  Today, I am going to demonstrate the proper way to answer the phone.  How many of you answer the phone at work and do you believe that this is very important to your company.  
Materials and New Terms
- Phone 

- Message Pad 

- Pen or pencil

- Good attitude

Presenting the Demonstration 
1.  Verbally exercise steps 

2.  Demonstrate the Steps

3.  Review the Steps

4.  Student demonstrates the steps.  

Steps
1.  Greet the caller and indicate the business correctly and politely with a clear and upbeat  

     voice.
2.  Be polite and responsive, giving the caller your full attention.  Remember that at that 

     moment, you’re the company’s representative.   

3.  If the person the caller is asking for is available, transfer the call.

4.  If the person that the caller is asking for is not available, ask if you can take a   

     message.

5.  Write down all the necessary information that your boss wants you to when taking 
     messages.
6.  If the caller is a customer who wants help from you, be as helpful as possible.  Direct 
     the caller to a person who can help if you can’t.  

Ask the students Questions

