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	BE COURTEOUS & PLEASANT 
	· This seems that it should almost go without saying, but be sure that you are being courteous and pleasant. 
· Listen to your voice as you are speaking. Do you sound friendly? 
· Try smiling when you answer the telephone. “A smile on your face is a smile in your voice!” 
· Just because they can’t see your smile, doesn’t mean they can’t hear it! 


	SOUND INTERESTED
	· The caller will hear disinterest in your voice. 
· Let the caller know that s/he and his/her situation are your first priority. 
· Watch the inflection in your voice. 
· Inflection: Letting your voice raise and fall naturally 
· When you ask a question, your voice raises at the end. “Would you like me to gift wrap that for you?” 
· Some people have learned a particular speech pattern where their inflection raises at the end of every sentence. A lot of people find this particular speech pattern difficult to listen to. 
· If you have this pattern, you may want to practice speaking without it. With concentrated effort, you can learn a new speech pattern. 


	USE AN APPROPRIATE VOLUME
	· Almost everyone can recall a time when they have spoken to someone on the phone and actually had to pull the receiver away from their ear to avoid a painfully loud caller’s voice. 
· Sometimes people across the room can hear the conversation word for word! This is something to remember when using the phone. 
· Speak at a normal volume, in a clear voice. 
· If you suspect that the caller may not be able to hear you, ask if they would like you to speak a little louder. “Would you like me to speak up a bit Mr. Jones?” 
· Keep in mind the type of phone that is being used. Cell phones and cordless phones sometimes have poor reception. 


	EMPHASIZE APPROPRIATE WORDS
	· Choose important words or phrases to emphasize. 
· Example: “This particular model is very economical. It has a built in feature that measures and records the water levels needed. It also has a memory sensor that will allow it to repeat these water levels. This saves you both time and money. This feature is only available in this model. No other company has this new technology.” 


	DON’T TALK TOO FAST
	· Since using the phone is a regular part of your day, you may find that you are repeating the same information several times. 
· It almost becomes second nature, and you can do it without really thinking about it. 
· The problem with this is that we tend to speed up when we are reeling off information that we know so well. 
· We must remember that even if this is the tenth caller today who has asked the store hours of operation, it is the first time the caller is hearing it. 
· “Weareopenfrom9to5everyweekdayand9to9onSaturdays” is not helpful or sending a positive image of your company. 
· Nervousness can also lead to speaking quickly. 
· Some people get nervous and rush through the phone call to get it over with faster. They don’t like talking to strangers. 
· To help relieve this, take a deep, calming breath before answering the phone, and then at a moderate rate of speed (normal to slow), take the call. 
· If you are in the middle of a conversation and you realize that you have been speaking quite quickly, ask the caller if s/he needs any of the information repeated or clarified, or if s/he has any questions. Then repeat the information more slowly. 
· Practice this with a friend or co-worker. Often we cannot judge our own rate of speech. You want to speak slowly enough so that a caller understands you, but not so slow that it makes it hard to listen to. 


	SPEAK IN A CALM VOICE
	· REMAIN CALM! No matter what the situation. If you become upset or anxious and it shows in your voice, no one will be able to understand you, and you will lose the confidence of those around you. 


	PAUSE WHEN GIVING INFORMATION
	· If you are giving information that a caller may want to write down, pause after each section. 
· You may want to suggest that you will be giving a number/address/catalogue number/name and the caller may want to get a pen and paper. 
· “I have the number you need Mr. Smith. If you would like, I could wait while you get a pen and paper and write to the information down.”  
· “The name of the person you need to call is Joan Kettle. (pause) K-E-T-T-L-E. (pause) Her number is (short pause) area code 489 (pause) 3-5-6 (pause) 3-7-4-2” 


	KEEP YOUR PITCH LOW
	· If you speak in a high pitched voice, you may want to make a concentrated effort to speak in a lower pitch, as this carries much better over the telephone. 



 
