Telephone Skills – Self Diagnostic

Answer the following questions to see how professional you are on the telephone.

	Do you…
	Yes
	No

	1. Answer the telephone promptly – within three rings if possible?
	
	

	2. Smile as you pick up the receiver? 
	
	

	3. Speak slowly and clearly?
	
	

	4. Start the call by identifying your organisation or dept and you own name to the caller?
	
	

	5. Ask open questions to find out what the caller wants?
	
	

	6. Listen and resist the temptation to interrupt?
	
	

	7. Make notes and read back the key points so that you have a record of the call and the caller knows that you are listening?
	
	

	8. Try to be helpful and volunteer information?
	
	

	9. Warn callers first if you need to put them on hold or transfer them to someone else?
	
	

	10. Finish the conversation by re-capping on exactly what you are going to do as a result of the conversation?
	
	

	11. Give your name in case the caller needs to speak to you again?
	
	

	12. You use the callers name, rather than Sir/Madam?
	
	

	13. Speak with confidence (as you have taken time to learn about Tiny’s products and procedures)
	
	

	14. Courteous and polite
	
	

	15. Avoid using Tiny jargon with customers
	
	


\\APPS\DATA1\HOME\AMANDA_G\Course Telephone Etiquette\Quiz how good are you on the telephone Activity sheet.doc






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


