MESSAGE TAKING

Bad message taking can lead to confusion and misunderstanding.

Always:
· WHO - Find out whom the message is for and who is calling (Company name/Department if appropriate).

· WHEN  - Date and time of call.

· WHY  - Reason for the call, what is it regarding?

· WHAT - Action required.

· WHERE - Can they be reached, get telephone number if the caller requires a call back.

GOOD AND NOT SO GOOD STATEMENTS ON THE PHONE

	Not So Good!
	Good

	Who are you?


	May I say/ask who is calling?



	He/she hasn’t turned up yet!


	He/she is not in the office at the moment

	He/she is on a fag break! 

He/she is in the loo!
	He/she is away from his/her desk at the moment

	He/she went home early!
	He/she is out of the office until tomorrow




When transferring calls ………NEVER DUMP CALLS!!   Always. . . .

· Explain the proposed action – gain agreement

· Take name to announce to ongoing person/department

· Take telephone number if they ‘get lost’ in the system

· Announce the call – give your name and the name of caller and a brief reason for the call & then transfer

www.abctrainingsolutions.biz - now uploaded with loads of freebie trainer resources!


