
answering the telephone effectively






Be Prepared . . .



Have pencil and paper handy.

Know the names and extensions of people in the office.

Keep a list of disaster assistance phone numbers near the phone.

Know the names of important officials involved in the disaster response.




Answering the 
Telephone . . .



Use a pleasant greeting.

Identify your locale.

Identify yourself.

Ask “How may I help you?” or “How may I direct your call?”






Know Your Callers . . .



It is important to know who your potential callers may be.




Taking Notes . . .



DO’s

· Write clearly.

· Record important facts 
or key words.

· Develop your own shorthand.

· Keep notes brief.
DON’T’s

· Don’t trust your memory.
· Don’t write down every word.
· Don’t mix facts with opinions.




Taking Messages . . .



Restate and spell message details to confirm accuracy of the message.

Make sure to record . . .

· Caller’s name

· Caller’s phone number

· Date and time of call

· Subject of call




Active Listening . . .
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Demonstrates an understanding of what the other person is saying.

Helps build trust in and a positive relationship with FEMA.

Encourages the person to share information or ideas.




Active Listening . . . 
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Show understanding.

I filled out all those

papers and I still

haven’t heard a thing.






Confirming What You Hear . . . 
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Listen.

Summarize the themes mentally.

Restate in your own words the main points.

Do not parrot back the exact same words that you heard.

Do not just say, “I understand your situation.”  State what you understand about the situation.




Putting a Caller on
Hold . . .
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Always ask the caller’s permission.

Always use the hold feature.

Do not leave callers on hold for longer than 20-30 seconds.

After putting a caller on hold for 30 seconds, return to the caller and apologize or thank him or her for holding.




Closing a Call . . . 





Thank the person for calling.

Tell them to call back if you can be of further assistance.
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