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Assessing Your Telephone Technique

There are 2 aspects to this self-assessment:

· Your voice

· The following of procedures
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As you listen to yourself on tape (or have some-one else assess you!) assess the following:

	
	Excellent
	Satisfactory
	Needs improvement

	CLARITY
	
	
	

	   Enunciation
	
	
	

	   Modulation
	
	
	

	   Projection
	
	
	

	   Pitch
	
	
	

	   Tempo
	
	
	

	TONE
	
	
	

	   Friendly
	
	
	

	   Courteous
	
	
	

	   Interested
	
	
	

	   Willing
	
	
	

	   Confident 
	
	
	


· Modulation- be sure to vary the inflection in your voice

· Projection- you do not have to shout! Use your normal voice.

· Pitch- the pitch of your voice often depends on your mood. Foe example: if you are happy, your voice will be higher pitched. If in doubt, lower your voice. When you speak softly and with a lower voice, your voice naturally lowers it’s pitch.

· Tempo- this is the rate at which you speak. If you speak too fast you will be misunderstood.
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2. Following Telephone Procedures
a) Receiving an incoming telephone call.
	COMPETENCY CHECKLIST
	YES
	NO

	· Notepad & pen ready
	
	

	· Call answered promptly
	
	

	· Caller greeted with pleasant tone
	
	

	· Company & operator identified
	
	

	· Client identified accurately
	
	

	· Client requirements identified accurately
	
	

	· Client complaint handled tactfully
	
	

	· Information supplied in accordance with company policy
	
	

	· Written message taken accurately
	
	

	· Message confirmed
	
	

	· Message distributed as required
	
	


b) Initiate an outgoing telephone call.
	COMPETENCY CHECKLIST 
	YES
	NO

	· Information needed to make call assembled
	
	

	· Notepad & pen ready
	
	

	· Number checked for accuracy
	
	

	· Receiver lifted and dial tone checked
	
	

	· Number dialed accurately
	
	

	· First name and surname given accurately
	
	

	· Company name given accurately
	
	

	· Person or location wanted, asked for clearly & accurately
	
	

	· Purpose of call explained clearly & concisely
	
	

	· Person taking call is thanked for assistance
	
	

	· Receiver placed carefully
	
	


You will need to print copies of the checklists.

