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b HOW TO USE THIS BOOK

tent of this workbook, as well as how you can use the book with the video, and for indi-
vidual or group study.

¢ The "Introduction” chapter presents the overall theme of the warkboek: the importance
of communicating with the caller as if they were in the same room with you. It also
explains how you can be most effective on the phone by carefully understanding and
keeping to your role within your organization.

* Chapter 1,"Making a Call.” gives you technigues for making a call in a way that will help
you accomplish your purpose.

* Chapter 2,"Taking a Call,” provides techniques for taking a call in a way that respects the
caller and responds te their needs.

* Chapter 3,"Redirecting a Cail,” will help you handle a call v Jpu can't respond to it
immediately, either by putting the caller on hold or by [rar he call.

looking for, and-fecognize the work you are being asked to do as you move through each
chapter.



IR HOW TO USE THIS BOOK

USING THE WORKBOOK
WITH A LEARNING GROUP

Assign a point person to organize the learning group, facilitate cach session, and follow-up
as needed when the session is over. This person should have basic facilitation skiils, as weil
as an understanding of the material to be covered.

The foliowing tips will help the facilitator set up the learning group so that participants get
the most out of their experience.

Create an Agenda for Each Session: To prepare for each session, the learning group facilita-
tor should read the material that will be covered and prepare a deta[ied agenda A typical
learning group session of 80 minutes might include:

Introduction 15 minutes

* Review the agenda

ghat they learned during the

* Partlapants dlscuss how they haverbi
: of the fast session

Unsuccessful Call
* A participant su
* Participants s ,angwers to "Think About It” questions for the

ilar situations/experiences from their own work lives

15 minutes
ipant summarizes the successful call

* Partitipants share their answers to the "Think About it” questions about the
successful call

® The group discusses similar situations/experiences from their awn work lives

"How te .." Section 15 minutes
® A participant summarizes the main points in the "How to ..." section
e Other participants add to what the first participant said
* The facilitator directs the group's attention to any points that have been missed

* The group discusses their reactions to this information
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* Explain the process you will follow in each section of the session, and make sure this process is fol-
lowed. If participants begin to take the conversation off on a tangent, rein them in.

® Keep your questions simple and to the point. Pose open-ended questions, rather than questions
which have a "right” or "wrong" answer, or a single "yes"or "na” answer.

* Manage the flow of conversation so that everyone has a chance to speak and feels listened to and
valued for their contribution. Acknowledge all answers, and give positive feedback.

* Encourage everyone's participation by asking for input from people who remain silent, particularly
if one or more people are dominating the conversation.

* Encourage participants to answer each other’s questions.

der notice telling participants

Following up After Each Sesston: After each session, send-0
hen that session will be.

what they have agreed to do in preparation for the
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GETTING THE MOST OUT OF THIS BOOK

Learning Flow for Each Chapter: The same learning flow is used for each chapter in the workbook. It
begins with an overview of the chapter followed by learning objectives and then maves through the
following sections: 1) unsuccessful call, 2) reflection on this call, 3) successful call, 4) reflection on
this cail, 5) instruction, 6) application, and 7) practice, This sequence makes learning engaging and
effective. What follows is a description of how the sequence works.

Overview of the Chapter and Leaming Ohjectives

The overview provides the learner with a basic understanding of alf the material that will follow. It
also tells learners what they are expected to be able to do upon cornpletion of the chapter and gives
them a context for relating to the unsuccessful call presented nex

Unsuceessful Call

The unsuccessful call engages the learner’s interes
presented and appreciate why it is important. |
learn from in the moment. In group study, it

learn from together. ne

Think About It

Reflection on the unsucce iners relate to the scenario, and realize what they

already know about this

Successful Cal?

he skills the learner should take away from this unit of instruction. It
W5itive experience they can learn from in the moment. In group study, it also
xperience that the group can learn from together.

Think About It

Reflection on the good scenario helps learners recognize the skills and techniques that were modeled
in this version of the story.

How to ...

The "How to .." section formally presents the concepts, skills and techniques that were modeled in
the successful call,

Using What You've Learned
This exercise helps learners adapt these concepts, skills and techniques for their own use by analyz-

ing how they would be used in a specific situation.

Practicing What You've Learned






INTRODUCTION

EXERCISE:
THE UNSUCCESSFUL CALL

Imagine a phone call on the job that was unsilccessful.

With whom were you speaking? What did you accomplish during the call?

How did you feel after the call?

Describe your com ithe person on the other end of the line:Did you feel
i1 feel far away from them, or as if you were sitting
togetherin

How might this conversation have been different if you were sitting together in the
same room?




INTRODUCTION

THE BIG IDEA: BEING "WITH"” THE CALLER

When we're talking with someong on the phone we can't see the other person, so we can't
see the meaning behind their words. That's why we have to try even harder to make that per-
sonal connection, and work at being even more considerate than we naturally are in person.

The simple way to do this is to treat the other person as if they're right there in the same
room with you. Notice how, when you speak with someone in person, you naturally make
an effort to connect with them. You need to make this same type of connection when
you're speaking with someone on the phone.

Throughout this workbook we'll emphasize this approach, and tell you how you can put it
to work when you're: making a call, taking a call, putting a caller gg hold, transferring a call,
leaving a message on voice mail, taking a phone message, respndg 1o a dissatisfied caller,
and managing your phone conversations.

YOUR ROLE ON THE

The way you interact with someone is always influenced by your role

nd elements:

supposed to g t it from? What types of mformatlon are beyond the scope of your job to
gather, and who within your organization is responsible for this work?

* In a given situation, are you the caller or the person being called? Who are you speaking
with? What is the nature of your relationship with that person?

Staying within your rofe will vary from situation to situation, and from caller to caller. It's
important to consider, however, what role is appropriate for you, particularly in pressured or
confusing situations.






MAKING A CALL

IN THIS CHAPTER YOU WILL:

* Read an example of how a calt was made unsuccessfully,

* Write down your thoughts about why the call was unsuccessful.

* Read a second example of this call, this time with successful results.

* Write down your thoughts about why the second cail was successful.

¢ Learn some simple steps that will help you make all your calls successful.

* Use what you've learned in a situation in your own life.

® Practice what you've learned.



MAKING A CALL

Sandy

Suzie

Sandy

Suzie

Sandy
Suzie
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MEDIA PRODUCTION COMPANY:
UNSUCCESSFUL CALL

Pegasus Productions is a large media production company. It employs writers, graphic
designers, video producers and other professionals to develop rnedia materials such as
brochures, videos and muitimedia programs. Suzie May is looking for a job as a video
production assistant. She calls to talk to the person in charge of hiring after stopping by
to leave her resume and speaks first with the receptionist, Sandy.

Good morning, Pegasus Productions.

Helle, um, hi. ... | wanted to speak with the person who hires production assistants, but Fve
misplaced his name. ... .

May | ask who's calling?

Coutd you tell me the name of the eed t# speak with, and then connect me to him?

OK, that was Joe Garofolo. | i 's available at the moment. ...

Hello, this is

Hello, Mr. Garofolo, | den't know if you remember me but | dropped off a resume for you
about two weeks ago and | wanted to know if you'd had a chance to look at it and ...

Who's calling please?

Ch, sorry, this is Suzie May. So, | was wondering if you have any openings coming up for a
production assistant and ...

Suzie, I'm sorry to cut you short,but actually | thought this was a conference call with a
client that I'm waiting for. So, F'll have to get off.

Um, when should | get in touch with you again?

Oh, I don't know, F've got to go, why don’t you send me another resume, OK? Thanks, goodbye,
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MEDIA PRODUCTION COMPANY:
SUCCESSFUL CALL

Good morning, Pegasus Productions.
Good marning. This is Suzie May calling. Is this Sandy?
Yes.

Hi Sandy, | met you when | dropped off my resume for Mr. Garcofolo. It was the one in the
shape of a camera. How are you doing today?

Oh, hi Suzie! I'm fine, thank you. | put your resume on Joe's desk. .«

Thank you. | appreciate that. It's a little fragile, so | always fei & when | know it's been

P looking for freelance work as a
preduction assistant. | dropped of] about two weeks ago. It was the one

folded into the shape of a can

This afternoon is pretty open. We could touch base then. Why don’t you call me after funch,
say, after around 1:30. Just have the receptionist page me if | don't pick up.

Thank you Mr. Garofola, I'll call you this afternoon after 1:30. | look forward to speaking
with you then.



MAKING A CALL

HOW TO MAKE SUCCESSFUL CALLS

When you're making a phone call, you're always doing it for some reason. There are a few
simple steps you can follow that will help you accomplish your goals successfully.

To get in the right frame of mind, think about how you feel when you receive a calt. What
makes you feel good about a call, or appreciate the catler? What bothers you?

As you learned at the beginning of this chapter, making a call should be like making a visit.
In one sense, it's all about respecting the other person, and being courteous and considerate.
When you visit someone, you have a reason to be going in the first place. You get ready to
go. and think about why you're going. Yvhen you get there, you're friendly, and if the person
doesn't know you, you introduce yourself. If you've stopped by ungxpectedly, you explain
why you're there, and you ask if this isa convenient time to visit. When you leave, you

again, you usually confirm these plans. Throughout the 5
person and making a persenal connection. This is thos

make a successful phone calk:

Prepare Yourself — Think about v
accomplish. Identify any infogsidsi
it's a particularly importa
notes in advance.

Decide to Be Frid our mood. Attitude is contagious, and you need to be able
to project a | §
50Mmeone § gEsand easy to speak with,

Introdace Yourgglf— Introduce yourself right away when the person you're calling answers
the phone. This 45 not only necessary to the efficient flow of communication, it's also con-
siderate. The person you're calling needs to know who they're speaking with in order to
know how to respond to anything you say.

Explain Why You're Calling — In order to accomplish your geal in the phone call, you need
to explain what you want. This explanation should be as brief and as clear as possible to make
it easy for the other person to understand and respond, and to use their time efficiently.



MAKING A CALL

USING WHAT YOU'VE LEARNED

Now use what you've learned in the context of a situation in your own life. Just follow
these easy steps, and jot down your answers to each question in the space provided.

1.Pick a situation you can think of in the next couple of days when you will need to make
a phone call Any call will do — it doesn't have to be anything particularly important or
complicated.

What is the situation? Who are you calling? What is your relationship to this person?

2.Prepare yourself for the call.

Why are you making this cail? 40’ accomplish? What infermation do

you need to have at hand whe:

3.Decide to be friendly.

How do you feel about making this call?

Make sure you check your attitude before you pick up the phone!



MAKING A CALL

PRACTICING WHAT YOU'VE LEARNED

The best way to practice what you've learned is to practice it out loud.

* We suggest you take the scenario you've just created and do a quick role-play, with you playing
yourself, and a friend or co-worker playing the person you're calling.

® Make sure your role-play partner has read your scenario in advance, so they know what their role
is.

* You may also wish to discuss with your partner how you'd like them to play this scenario - do
you want them to be agreeable or difficult? Relaxed or rushed? Choose a manner for your role-
play partner that is true to what you think will happen when you make this call in real life.

Summnarize th so both parties understand what's been decided or agreed to and thank the
person you're ¢alling for their time.



TAKING A CALL

IN THIS CHAPTER YOU WILL:

® Read an example of how a call was answered unsuccessfully.

® Write down your thoughts about why the call was unsuccessful.

* Read a second example of the call, this time with successful results.

* Write down your thoughts about why the second call was successful.

® Learn some simple steps that will help you take all your calls successiully.

* Use what you've learned in a situation in your own life.

* Practice what you've learned.
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NURSES’ STATION:
UNSUCCESSFUL CALL

Barbara is working in the cardiac ward of a large hospital. Currently the unit is understaifed. Barbara
is feeling pressured because she needs to attend to a patient and explain to another nurse what is
happening with that patient before going off duty. She also has an appointment immediately after
her shift. A second patient's husband calls the nurses’ station to ask for assistance. The phone rings
several times before Barbara picks it up.

Cardiac.

(Sounding a little tense) Hi, this is Bob McDonnell. My wife is in rogm 3268. | need to get a message
to her. Can you deliver it for me? ;

Your wife has a phone in her room - | can transfer you hoard and they'll give you her

extension.

I tried that. Her phone is busy.

I'm sorry, we generally don't deliver perso atients. Please call your wife back in a

few minutes.

(Starting to sound irritated) Her een Busy canstantly for an hour, | have to speak with
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NURSES' STATION:
SUCCESSFUL CALL

Cardiac Unit, Nurses’ Station. This is Barbara.

{Sounding a little tense) Hi, this is Bob McDonnell. My wife is in room 326B. [ need to get in touch
with her.

Hello Mr. McDonnell. I'm sorry it took me a minute to get to the phone. Have you tried your wife’s
extension already?

Yes, her phane is busy.

{In an understanding tone of voice) Well, we generally don't delive ersonal messages for patients.

Can you call your wife back in a few minutes?

Her phone has been busy constantly far two hours. |4 e extension is broken and I'm

about to get on a plane. 1 need to get some info

s it an emergency?

4have to do immediately. | can pass along the message to
your wife and get the number for you, What's your friend's
efore your plane leaves?

Thank you. I'll call back then.

Thank you for calling. | hope your daughter is alright. When you call back in five minutes you'll be
speaking with Kathy.



TAKING A CALL

HOW TO TAKE CALLS SUCCESSFULLY

There are & few simple steps you can follow that wilt help you take calls in a way that will serve
both you and the person who is calling.

To get in the right frame of mind, think about how you feel when you are making a call. What makes
you feel good about the situation when someone takes your call? What
bothers you?

As you learned at the beginning of this chapter, taking a call should be like receiving a visit. It's
important to consider how you can make the caller feel comfortable, and demonstrate your willing-
ness to rmeet their needs. When you are about to receive visitors, you prepare yourself to greet them
in a friendly and welcoming way. You don't keep them waiting, bujsusher them in quickty when they
arrive. Then you do yaur best to be responsive to the

visitors' reasons for visiting. If you are unable to spend time
set up another time to meet, or find someone else who4

Lir visitors when they arrive, you

pecific plans to see them or talk
igh&ut a visit you focus on being with the

When visitors leave, you thank them for visiting
with them again, you usually confirm these pl

So, how does this translate into t
phone call successfully. .

Decide to Be Friendly murgnood before you pick up the phone. When you are friendly
and welcoming youj i the person calling you flows much mare

- fust as it's not polite to keep someone waiting at your frent door, it's
soméone waiting while the phone rings many times.Answer the phone within

three rings or if possible.

Greet Callers — Give callers your name and, if appropriate, the name of your organization or
department when you answer the phone. The person who is calling you needs to know that they've
reached the correct number. Cormmunicate with your tone of voice that you are happy to speak with
them.

Heip Calters Explain the Reasons for Calling — When people call, they have a reason — just like
they'd have a reason to visit. Your job is 1o make them feel comfortable and help them explain their
reason for calling. You de this by listening and asking questions.

Offer Solutions — Do your best to respond to callers’ requests or problerns. If you can't help them
yourself, help them find someone else who can.

Summarize the Call and Thank the Person Who Called You — Just like you would if you were end-
ing a meeting, summarize the results of the call briefly and simply. This helps to get closure on what
has just been accomplished, and remind both parties of what's supposed to happen next. Then,thank



