
Telephone Skills –
Answering a Call



BIG Activity –
Quick Questions!

Write down your answers:

 How confident are you about answering telephone 
calls that could be made by strangers?

 Do you ever answer telephone calls at home?

 What impression of you do you think callers get when 
you answer?



Learning Objectives
Learn about how to answer the telephone 
professionally and maturely. 

Be able to use the telephone more professionally and 
maturely in the future, both at work and at home. 



Phone Contact
 Communicating 

effectively on the 
telephone is a 
unique skill 

 Telephone etiquette 
can make or break 
the caller’s 
perception of your 
service 



Fact

 Whether you use the phone:

 for job applications 
 as part of your job when you’re employed

Telephone manners are a crucial 
component of a professional image



Voice

 86% of the 
message is from 
your tone of voice

 14% is grasped by 
the actual words 

 Your voice is your personality 
over the telephone. It makes 
an immediate impression that 
can portray you as:

 friendly or distant
 confident or timid 
 spontaneous or mechanical
 relaxed or nervous



Tone of voice
• During a telephone conversation the caller can’t see you! 

• They can’t tell what mood you’re in, or what kind of person you are.

• They can’t see your facial expressions or your body language.

• It’s very important to use a tone of voice that is calm, professional and helpful.

• This will give the caller the impression that you are interested in what they are 
saying.

• You should always try to speak as clearly as possible.



Fact
Many of us feel awkward about 

using the phone.
WHY?

 We can’t see facial 
expressions.

 We can’t see what the other 
person is doing.

 We can’t use illustrations or 
body language to help them 
understand.



Do
 Know what you want to say before 

making the call. 

 Practice the words out loud until they 
feel comfortable.

 Always have paper and pen by the 
telephone. Make notes if it helps.



Do
Smile when you’re on the phone, the 
other person will hear it as it changes 
the sound of your voice!

Be kind, polite, direct, enthusiastic, and 
speak with a strong voice.

Try to have little or no background 
noise, i.e. loud radio.



Do
 Try to answer by the third ring

 Listen and respond to the person on the 
other end of the line.  

 When you focus on them the phone call 
becomes much more conversational.



Do

 If you’re talking on another line or to a 
person at your desk, excuse yourself, 
answer the phone, let the caller explain 
why they are calling, then tell him/her 
you are on another line and ask him/her 
if he/she can wait for a minute, or ask if 
they’d like to leave a message.



Don’t
 Yell or talk to others in the room while you are on the 

telephone.

Eat, drink, or chew gum while talking on the telephone

Say ‘hi!’ or ‘see ya!’

Call people ‘Honey’ ‘Love’ or ‘Sweetie’ – it sounds very 
unprofessional!

Answer the phone with food in your mouth, the other 
person will hear it!



Don’t
 Talk too fast – you’ll sound impatient

 Talk too slowly – you’ll sound tired and 
like you don’t really want to be there!

 Do things like doodle or read while on 
the phone, the person you’re talking to 
will know you’re distracted! 



Answering The Phone
 Greet the caller
 Find out their name 
 State the company (or department)
 Introduce yourself
 Offer your help

“Good afternoon, Accounts, 
Sarah Smith speaking. 
How  may I  help you?”



Taking Messages
1. The date and time of the call
2. Who the message is for
3. The name of the caller
4. The company/department of the caller
5. The telephone number of the caller
6. A brief message
7. Name of person who took the message



Ending The Call
 Thank the caller
 Assure that promises will be fulfilled
 Leave the caller with a positive feeling

“Thank you for calling.
I’m glad we were able to help.
Feel free to call us anytime”





Group Activity

In pairs you are going to carry out a role play 
activity. Create an imaginary phone call to a 
business. One of you should play the caller, 
and the other the person answering the call. 
Remember you ‘can’t’ see each other’! 

Apply the tips you have learnt from the 
presentation to this activity.
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