Poor Telephone Communicators

· Slurred, unclear speech.

· Sounding bored.

· Not listening.

· Having another conversation with someone else.

· Leaving someone holding for too long - keep going back to them to ask if they are still okay holding, or shall you phone them back?

· Bad language.

· Speaking too quickly - particularly the first couple of sentences of introduction – we know it off by heart and have used it many times.  See it from the point of the other person – they haven’t heard it before.
· Eating/drinking whilst on call.

· Chewing pens/pencils/gum.

· Over familiarity.

· Being Impolite; flippant.

· Hanging up 1st! - The person may think of something else just at the end of the call.  The impression we may give is that they don’t matter, as we have other busier things to get on with.
Effective Telephone Communicators

· Sounding enthusiastic, alert, warm and friendly.

· Smiling on the phone – it really does come across to the other person.


· Actively Listening.

· Verbally acknowledging e.g. “Yes, Mr. Reynolds, I understand”; “I see”.

· Getting ALL the information.

· Speaking clearly.

· Being polite.

· Using the person’s name.




“Smile as you dial!”
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