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The Telephone as a Means of Communication
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Most people nowadays use the telephone as a matter of course.  

With the introduction of mobile phones it has become commonplace to see people walking along the street with a telephone held to their ear. 
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However if you need to use the phone for something other than chatting to your mates,
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[image: image20.wmf]then it is important to learn how to do it properly.  The way you speak to your friends on the phone is not the way to handle other types of call.  Also when making anything other than personal calls it is always best to be prepared.

 Back to Index
Reasons for the Call

So let's assume that you have to make a telephone call.  There could be a number of reasons for the call, some of which are listed below.  
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· To ask for a job application pack
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· To make an enquiry about someone in hospital  


· To return a call




· To make a complaint


· To talk to a customer

There are lots of reasons for making phone calls.  Only you can decide if the telephone is the appropriate means of communication in your case, depending on the circumstances.

Back to Index
Activity 1

Try to think of some reasons you might make a telephone call.  Write them down to use later.

 Appropriate use of the Telephone

When we use the telephone people cannot see our expressions or body language and we cannot show them anything visual such as plans, details or records.  This is why we need to pay special attention to our pace and tone of voice, in order to convey the right message. The telephone has many advantages over other form of communication but there are also disadvantages.

Advantages
· It's fast

· You know immediately if you have got the right person

· You can get a quick answer or feedback

· You can discuss something straight away


Disadvantages

· Spoken language can be easily misinterpreted or misunderstood

· There is no written record if a decision is made

· It can be impersonal

· Difficult to convey complex information

· Not good for sensitive issues

Activity 2

Tick the boxes below to show in which situation you would use a phone

	1
	To talk about a sensitive situation to a colleague
	   

	2
	To confirm a hotel booking next month
	

	3
	To find someone's availability for a meeting
	

	4
	To clarify some simple information
	

	5
	To tell someone that you have finished the job they are waiting for
	

	6
	To confirm some fairly complex information involving accounts
	


Now print out this page with your answers then click on the link for feedback

.Activity 2 Feedback
What Sort of Call do You Have to Make?

It is important to be aware of the type of call you are making, because you may need to prepare for the call and to handle it in a particular way.  The sort of calls you make will vary depending on the circumstances, and might include:

· Asking for information, e.g. date and time for an appointment


· Confirming information, e.g. a holiday booking

· Passing on information, e.g. how to use a piece of equipment

· Getting someone to do something, e.g. return the notes they borrowed


· Complaints, e.g. bad service or goods not received


· Clarifying information, e.g. what assessment are we sitting this week?

If you make a call to pass on or confirm information, you need to make sure that the information is accurate, up to date, and that you have it in front of you.

If you have to ask someone to do something you need to be clear about what it is that you want done and when it needs to be done by.
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The do's and dont's of using the telephone
Do:

· Give the person you are talking to your full attention

· Prepare for the call and have all the necessary paperwork with you

· Always get back to people when you promise

· give people a choice of holding or getting back to them

· Be patient - some people are nervous or are hearing impaired

· Sound interested

Don't:

· Leave people waiting on the line for more than a minute

· Lose your temper

Key Learning Points

· The telephone is a main contact for many organisations.  It is important to handle calls effectively
· Phone calls have many advantages over other forms of communication, e.g.: speed, immediate feedback, being able to ask a lot of questions
· There are also disadvantages, e.g.:  There is no written record to confirm what is said, it can be impersonal, reactions/expressions can't be seen
· You will have to decide if the telephone is the best form of communication for the circumstances
· There are basic do's and don'ts like giving the other person your full attention, staying calm, and conveying interest
Back to Index
Making a Telephone Call

Asking the Right Sort of Questions

One of the key skills to help you make an effective phone call is being able to ask questions.  This helps you to find out the information you need and to keep control of the call.  Through asking questions you can:


· Reduce the length of the call

· Cut out all the unnecessary information 


· Focus on the real reason for the call  

There are different types of questions that you can ask:

Open questions are useful when you want more information.  This is because people can't just answer 'yes' or 'no'.  Open questions begin with:

What…?
Where…?
When…?
Who…?
Why…?
How…?

Example: 'How do I close my account?'

Example: 'What will happen if I miss my assessment?'

Closed questions can help you get to the point.  They ask for specific answers and can be answered by a simple 'yes' or 'no'.  They are useful when you are dealing with someone who is long-winded or vague.  They are also useful for checking details.  Closed questions begin with:

Do…?

Did…?
Can…?
Will…?

Example:  'Will I have to pay any interest?'

Example:  'Can you deliver on a Saturday?'

Factual questions are useful if you want to obtain specific information.

Example: 'What time is my appointment?'

Back to Index
Activity 3

What kind of questions do you ask?

Think about the phone calls you might have to make.  What are the questions you are most likely to ask?  List them in the table below then write down whether you think you should ask open, closed or factual questions.  Think about why you have decided on a particular type of question and fill in that column too.  

	Questions you have to ask.
	Should you use open, closed or factual questions?
	Why have you chosen that particular way of asking the question

	
	
	


First print out this page with your answers then click on the link for feedback

Activity 3 Feedback
How to Make Effective Calls

First:
Prepare yourself for the call.  Who are you calling?  What is the purpose of the call?  What are you hoping to achieve?

Think about what you are going to say.  Make notes if you think it will help.

Make sure you have any relevant information in front of you.  If you are enquiring about something you have ordered have all the details to hand.  If you are making an appointment have your diary in front of you to make sure you are free.  

If you are complaining about faulty goods make sure you are ready to answer any questions you may be asked.  It is best to have the receipt in front of you when you phone as this should have all the information you need.
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Starting the call:
When your call is answered listen carefully and wait until the person at the other end has finished speaking.  You may get through to a switchboard, the person you want, voicemail or answering machine.  Be prepared to respond appropriately and always speak clearly.

If you reach a switchboard first, give the name of the person you would like to speak to, and their section/department if you know it.  If you don't have a name then ask for the person best able to deal with your call.

If you are dialling direct but the person who answers is not the person you want, or doesn't give a name ask for the person by name, e.g. 'Could I speak to John Smith please?'

If you get a voicemail or a recorded message, speak clearly saying your name, telephone number and the reason for calling.  It can be useful to leave a convenient time for your call to be returned.

Progressing the call:
Once you have the person you want to speak to on the line ask open questions to start with if you want to find out as much information as you can.  E.G. if you want to book tickets to a concert you might ask:

· What are the venues for the concert      

· How many nights will it play in Glasgow

· What time does the concert start

· What price are the tickets?
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Ask closed questions to get short specific 'yes' or 'no' answers E.G. 

· Do you have any tickets left for the Glasgow gig?

· Can I pay by credit card?

· Is there a handling charge?

· Will there be access for a wheelchair?

Ask factual questions when you want to clarify specific information.  E.G.

· How much in total will it be for 3 tickets in the front section?

· When should I expect my tickets to arrive?

· Who do I contact if there is a problem?

· How much does I cost for parking?

Ending the Call:
To end the call summarise the main points of the conversation, particularly anything that has been agreed.  Keep a record of any decisions made, and the name of the person you were talking too.  It is a good idea to keep a note of the date and time of the call too.  Close politely, e.g. thank the person for giving you the information or helping you out sort out the problem.  

Key Learning Points

· Asking questions is a key skill when making telephone calls.

· Open questions enable you to find out more information.

· Closed questions enable you to concentrate on specific information, as they require only 'yes' or 'no' answers.  They are useful to confirm information.

· Factual questions are important to obtain specific information.

· Make notes as you go along.

· Be prepared.  Have all the information at hand before you make the call.

· Close every call politely.

Activity 4

You have just phoned up to enquire why your student loan hasn't been deferred.  You are not very confident and you make a few mistakes e.g.:

1. You get through to the number but it has been changed and the person on the other end puts you through to the new number.  You don't write it down.

2. When you get through to the right section the person gives their name but you can't spell it so you write it down incorrectly.

3. The person on the other end asks you some questions, but you don't have the information to hand.

4. You can't find out the exact information you want.

5. You get flustered and then get angry and hang up.

How could you have handled this better and made this a more effective call?   

Write down what you think you should have done and then click on the link for feedback. Activity 4 Feedback
Back to Index

Mini Project
If you really want to make effective calls then you need to practise.  However you may not feel confident enough to practise on real calls.  Using the list you made in activity 1 ask two or three people how they would handle them.  Try to ask people who use the phone regularly for business purposes as they will be used to handling calls professionally.  Arrange a convenient time and ask them to talk through the calls with you.  Take notes of their advice and comments.  Make a list of questions to ask and keep a note of their answers.  When you have spoken to two or three people compare what they say with how you would have dealt with the calls.  Some of the questions you might ask are:

· What do I do if I get through to a recorded message?

· What to I do if I can't get the specific information I want?

· In what sorts of situation would I ask to speak to a supervisor?

· How do I keep calm if I am getting the runaround?

You may be able to think up some of your own, relating to the kinds of calls you have to make.

Feedback:
Compare the answers you get with how you would deal with these calls.  What new ideas have you found out? .  Printout this page and make notes in the space below.

Feedback

Activity 2 Feedback
1. You would not use the telephone in this situation.  It would be important for you to do everything you could to put the message across in the right way, using expressions, gestures, body language etc. and to be sensitive to the response from the other person.

2. Speed is not necessary here so a letter or fax would probably be better.  You will also have a record of your communication.

3. You need up to date information to co-ordinate with other people, so a telephone call is by far the best method

4. Using the telephone, you can ask follow up questions and ask the person to explain in more detail.  It would be very time-consuming to do this in writing.

5. The person needs the information quickly so the phone is the best method.

6. This needs to be put in writing to reduce the chances of mistakes and misunderstandings.

How did you do?  If you got them all right well done!  Now go to the Do's and Dont's section.  Do's and Dont's of Using the Telephone
If you got some wrong just have another look at the advantages and disadvantages and have another go. Appropriate use of the Telephone
Back to Index
Activity 3 Feedback

These are some of the reason you could have given for choosing a particular way to ask a question.

1. Open questions to get as much information as possible.

2. Closed questions to find out specific information.

3. Factual questions so you can fill in a form.

4. Closed questions to stop the other person rambling on.

5. Open questions to find out someone's views and feelings.

6. Open questions to get someone who is shy talking.

Remember that any other points that you may have put down may be just as important as these.  If you are happy with what you have done click on the link to How to make effective calls, if not return to Asking the right sort of questions and read through it again.

How to Make Effective Calls
Asking the Right Sort of Questions
Activity 4 Feedback

1. Always take a note of the number and the name of the person you are talking to.  If your call is transferred to another organisation, take a note of its name as well.

2. Always ask the person at the other end of the phone to spell out names, places etc. you are not familiar with or you think you may have misheard.

3. Always have as much information as possible in front of you before you make the call.  

4. Ask open and closed questions to find out the information you want.  If the person on the phone can't answer your questions give them the option of calling you back with the information, or ask to speak to someone else.

5. Try to keep calm.  There is no point in getting angry with the person on the phone.  They may not have the authority to deal with the problem.  Try to find out if this is the case then ask to speak to someone who does have the authority.

Practise makes perfect so try to make as many calls as possible as this will improve your confidence.  You could shadow a more experienced person to see how they handle calls.  This way you will be able to pick up tips and techniques.

If you feel happy with your answers the click the link to the mini-project, if not then click the link to return to the section on how to make effective calls.

Mini Project


How to Make Effective Calls

Congratulations and well done
You have now completed this tutorial on making effective telephone calls.  I hope you have enjoyed it and found it useful. 

JM
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My i-pod has developed a fault.  I've only had it about 4 months.  Do I want a repair, a new one or a refund???
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