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Handling Telephone Calls 
E S S E N T I A L  S K I L L S  O R A L  C O M M U N I C A T I O N  R E S O U R C E  S H E E T  

ANSWERING THE BUSINESS TELEPHONE 
 

Good listening and speaking skills play an important role in telephone communication. Using a 
phone at work can be an important part of your job and may be someone’s first encounter with 
the business by which you are employed. Remember you are creating a first impression and are 
representing your employer. Always be courteous and professional when using the phone for 
business.  

Answer promptly: Answer the phone promptly. It is poor business practice to keep a caller 
waiting for very long. 

  
Identify yourself: Know how your employer wants the phone answered. It is traditionally 
good form to answer by: 

§ a friendly greeting 
§ identifying the name of the company 
§ identifying your department 
§ giving your name 
§ politely asking how you can help 

For example: Good morning! You’ve reached The Friendly Inn, front desk reservations. My 
name is Sarah. How may I assist you today? 
 
Speak distinctly and clearly: Remember not to speak too loudly or softly. A caller should 
be able to hear and understand you without difficulty, which means no gum, candy or even a 
pencil tip in your mouth!  

 
Be businesslike but friendly: A caller wants to feel appreciated and welcomed by the 
business. Give the caller your attention and do not hurry them. Remember to use “please” 
and “may”. Also remember to never give out anyone’s personal information over the phone. 

 
Take notes: You may need to recall information and details. Taking notes can avoid having 
to ask a caller to repeat information or to unnecessarily call back for forgotten information. 

 
Use a telephone message form: If a call is for someone else, take careful note of the 
following: 

§ the caller’s name (ask for spelling) 
§ the purpose for call 
§ the message  and include any follow-up action required 
§ a phone number where the caller can be reached  

Repeat the information back to the caller when you are completed. Deliver the message 
promptly. 

 
Handle the call promptly: If the caller requires information or service that is not available 
immediately offer the option to be called back or to put the caller on a short hold.  

 
Ending the call: Thank the caller politely for their business. Let the caller hang up first to 
avoid any misunderstandings or to offend the caller by seeming hasty or impatient. 

 


