Telephone Courtesy Tips
Customer Service can make a business succeed or bankrupt it.

Before answering the phone--SMILE.  Studies show that this increases your voice’s pleasant sound. 

Answer the phone properly.


Thank you for calling _________________________________.

This is ______________________.  How may I help you?
If the caller tries to explain, listen carefully to see who needs to help them.  Don’t try to help anyone if you are not sure of the answer.  If it is information you can provide, help them.

If you transfer someone: 

1. Give the reason.  You will need to speak with ___________ about that. 

2. Ask if it is OK to transfer them.  May I transfer you?
3. Never ask, “Who’s calling?”

a. Instead ask, “Who may I say is calling?”
b. If the caller is a resident, ask, “What is your apartment number?”
4. When about to transfer, say, “One moment, please.”  Now transfer. 

Never put anyone on hold for more than 15 seconds.

After 15 seconds, answer the phone again and say, “I’m sorry it’s taking so long, let me try once again.”
If the co-worker is not available, simply say that they’re not available.  


Never say “they are busy”, “tied up”, or “in the bathroom.”

Say, “_____________ is not available at this time.  May I take a message?”
Make sure you have their 1) name and 2) return phone number

When ending a call, thank the caller for their call.

Ask, “Is there anything else I can do for you?”

If not, then say, “Thank you for calling.  Have a good day.”
For related calls for off-site offices, tell the caller, “For ___________________, you will need to contact their office at ____-____-______.”
Log in all calls on the Telephone log if your telephone system does not do that.  Get the caller’s number from the phone display. 
