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STEP 7: Telephone Techniques
Instruction & Learning
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MENTOR: It is important to know that a significant proportion of our business is managed by telephone, so how you conduct yourself in dealing with a telephone call is as equally important as dealing face to face with a customer; So go through the process of answering the phone with the employee; please ensure that you follow this sequence so that the employee can deal with customer enquiries:

EMPLOYEE: It is important for you to know that over 18 million customers are lost as a direct result of poor telephone service: You therefore need to be clear about the procedure for dealing with a telephone call and follow this at all times:

ONE – ANSWERING THE CALL

Please try to answer the telephone within five rings and simply say “Good Morning / Afternoon/ Evening and give the name of our premises; look at the following example:

“Good morning (SAY NAME OF OUR PREMISES) , John speaking, how may I help you” This takes 3 /4 seconds to say – so it’s easy and it immediately lets your customer know that you are professional, that you are organised and that you appreciate their call. It automatically reassures the customer that you are going to help them and they feel at ease straight away – the result, they are more likely to have their Christmas dinner in our premises; a family birthday; a reunion of friends etc – this all helps to maintain the success of our business 

REMEMBER: YOU NEVER KNOW WHO THE PERSON IS ON THE OTHER END OF THE LINE SO YOU ALWAYS NEED TO BE HELPFUL AND COURTEOUS AT ALL TIMES!
TWO- IT’S GOOD TO LISTEN

Listen – it is important that you listen carefully to the customer – this includes internal and external customers! Here are some useful things to remember:

Avoid distractions – this helps you listen better to the caller:

Let the customer do most of the talking – it’s harder for you to concentrate when talking while trying to listen

Do not jump to conclusions or assume you know what the customer wants without actively listening

To let the customer know you are actively listening, avoid responses like “uh huh” “mmm”, I don’t really know; sorry, can’t help you on that one etc

Long pauses on your behalf can also show a lack of interest in what the customer is saying – if you are in any doubt about what they are saying – don’t be afraid to ask questions; if you can’t give them an answer, simply say “I’m not sure however if you bear with me for a moment, I will speak to my manager for you” – if this happens quickly explain to your manager that there is a customer on the phone and you need an answer or you can ask you manager to speak to them!

THREE – DIFFICULT CALLS

Calls can be difficult for a number of reasons and this is down to the various customers who will call your outlet. For example there are;

Customers with speech difficulties

Customers with hearing difficulties

Customers with strong accents or language difficulties 

Angry customers 

Always remember to be patient and listen carefully – don’t jump in to finish sentences because you may miss important information; Don’t be afraid to ask questions just to clarify that you’ve got the information right! ALWAYS PUT YOURSELF IN THE POSITION OF THE CALLER AND TREAT THEM AS YOU WOULD EXPECT TO BE TREATED WHEN YOU MAKE A CALL! 

Slow your speech down where appropriate

Avoid the use of slang if you’re dealing with a customer who perhaps, is not a fluent English speaker; (e.g.) we’ve run out of that and instead use; we do not have any in stock at the moment but we are expecting a delivering on Thursday
COMPLAINTS

All complaints must be dealt with politely and with courtesy

ALWAYS inform your manager about any complaint
Putting Callers on Hold

People hate being put on hold although most of them do understand that it is sometimes inevitable. If you need to place a caller on hold for any reason, firstly tell them why and ask them if they object to being placed on hold. If they agree it is OK, and you find that you’re still going to be delayed in getting them the information they need or being put through to the right person because they’re busy, you should go back to the caller every minute or so, explain that you’re still trying to put them through to ‘X’ or get the information they need and ask them if they would still like to be put back on hold. And, you should repeat this every minute until either you can resolve the situation or they decide to try again another time. 

Ending the Call

Before ending the call, you should always try to recap what you’ve discussed, if appropriate, and ask the caller if there is anything else you can help them with before saying ‘goodbye’ and hanging up. It’s also good practice to let the caller hang up before you do. 

Passing on Messages to Colleagues

If you’ve been asked to pass a message on to a work colleague, always do so as soon as possible. The longer you leave it, the more likely you will either forget to do so or you’ll pass on incorrect details of the call. 

Other Useful Tips

Never chew gum or be eating when you’re answering the phone. It sounds extremely unprofessional to the person at the other end of the line 

Speak slightly more slowly on the phone than you would if you were having a general face-to-face conversation. Important details can get overlooked if you speak too quickly and it also saves you from having to repeat yourself. This is especially true if you have a very pronounced regional accent 

Keep an eye on the time – If you’re the one calling others, remember that at lunchtimes and after 5pm, it is often difficult to get hold of people and you may either find you hit voicemail or the recipient may not be best pleased to take your calls at certain times of day 

Never make outgoing calls of a personal nature unless your employer has given you explicit permission to do so and make sure you dissuade relatives and friends from calling you at work. 

In general, however, if you’re friendly, courteous and helpful, answering the phone should not present you with too many problems.

Meeting specific needs

Welcoming customers of all ages

It’s easy to provide service to the needs of adults. But children and elderly people are customers too. 

Assisting customers with a visual impairment 
Look out for the visual signs 

When meeting a visually impaired customer, introduce yourself 

Remember that you cannot rely on your body language to communicate a message 

Make sure that you say when you are leaving 

Be prepared to read things out – remember to ask for help if you do not have the answers

Offer to guide the customer to their destination 
Assisting customers with a mobility impairment 
Avoid obstacles that create a hazard in access routes

Avoid slippery surfaces and signpost any floors that are wet

Simply advise the customer if there is a step, a potentially slippery floor etc

Children

Customers will bring their children into the premises – they are customers also! In many cases, the adults are pre-occupied with keeping their children happy, so what can you do to assist? Have you got a colouring book; something for them to play with? Have you got a kiddies menu? 

Resolving complaints 

You will already be aware that a complaint is an opportunity – imagine you owned your own business and you sold something to one of your customers; that customer came back and said that there was a problem, what would you do? The answer is that you’d tried to fix it because you want that customer to come back. If you don’t fix the problem, the customer tells lots of other people and very soon your reputation is at stake. Apply the same principle when dealing with your customers while working with us– use the L.A.S.T. method to deal with a complaint.

· Listen fully to the problem 

· Apologise for the problem 

· Solve the problem 

· Thank the customer for bringing it to your attention

Don’t take the complaints personally –You may not be responsible for the problem but you are a representative of your organisation.  

Remain calm and in control – Even if someone is shouting at you, it is vital that you stay calm. Don’t raise your voice, use aggressive body language or get angry. This makes a situation worse, it affects other staff, and it affects other customers!

Dealing with the problem: 

Know our policies for handling complaints and that you know what you can do 

Apologise and empathise with the customer, even if you don’t think that they have a valid complaint or it is not the company’s fault, apologise for the fact that they are dissatisfied. 

Find out what the person wants. Let the customer tell you exactly what they want to happen now. If necessary consult a senior member of staff, but don’t just pass the complaint on to avoid having to deal with it yourself

Suggest alternatives and agree what is to happen next. Where you can, offer the customer a range of options, but never suggest alternatives that you cannot deliver. Agree what is to happen next

Follow through – Make sure the agreed action is carried out as soon as possible. Thank the customer for bringing it to your attention

Try to stop the problem reoccurring. Consider what action can be taken to avoid the problem from reoccurring. 

REMEMBER THE 10 COMMANDMENTS 
SMILE – you are on stage 

Practice the ‘three feet greet’ – acknowledge each and every customer before they are within three feet of you. 

Resolve complaints using LAST; 

Listen fully to the problem

Apologise for the problem

Solve the problem

Thank the customer for bringing it to your attention
Take pride and care of your personal appearance. You only get one chance to make a first impression, wear full uniform, including your name badge

Use proper telephone etiquette. Answer the call within five rings, identifying yourself and the outlet’s name

Identify and meet the needs of internal and external customers 
Respect each other and your customers

Be knowledgeable about all of our products and services

Clean as you go, both front and back of house

Provide a fond farewell to each and every customer. 

MENTOR: Remember, a significant proportion of our business is conducted by telephone; you must ensure that you have observed the new member of staff dealing with calls before you can sign off this section:
	Activity 
	Employee Signature 
	Mentor Signature 
	Date 

	Effective telephone technique
	
	
	

	Method of assessment – Observation


� INCLUDEPICTURE "http://comps.fotosearch.com/bigcomps/CSP/CSP013/k0132366.jpg" \* MERGEFORMATINET ���








PAGE  
6
© Hospitality Ulster 2015
No part of this Guide may be reproduced, stored in a retrieval system, or transmitted in any form or by any means, electronic, mechanical, photocopying, recording or otherwise, without the prior permission of the copyright owner, except in accordance with the provisions of the Copyright, Designs and Patents Act 1988.  Applications for permission to reproduce any part of this workbook should be addressed to the registered office of Hospitality Ulster

