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In this growing electronic age, we often forget how important it can
be to have simple telephone etiquette. Outside the realm of texting
and emails, many people still use the telephone as a primary source of
communication. Knowing the proper etiquette and procedures for
speaking with someone on the telephone can show a great deal of
professionalism as well as social knowledge.

At the end of this workshop, participants should be able to:

e Recognize the different aspects of telephone language
e Properly handle inbound/outbound calls

e Know how to handle angry or rude callers

e Learn to receive and send phone messages

e Know different methods of employee training

Course Outline

e Aspects of Phone Etiquette

e Using Proper Phone Language

e Eliminate Phone Distractions

¢ Eliminate Phone Distractions

e Outbound Calls

¢ Handling Rude or Angry Callers

¢ Handling Interoffice Calls

¢ Handling Voicemail Messages

e Methods of Training Employees

e Correcting Poor Telephone Etiquette

2 Day Workshop

Getting Started

» Icebreaker

» Housekeeping Items
» The Parking Lot

=  Workshop Objectives

Wrapping up

= Words from the Wise

= Review of Parking Lot

*= Lessons Learned

= Completion of Action Plans
and Evaluations
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