





Course Objectives
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�
By the end of this course you should be able to:





Identify the appropriate procedures for answering telephone calls.


Use active listening techniques when communicating with callers.


�
�
�
�
�
Be prepared . . .
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�
Have pencil and paper handy.


Know the names and extensions of people in the office.


Keep a list of DFO phone numbers near the phone.


Know the names of important officials in the DFO and at FEMA Headquarters.


�
�
�
�
�
Answering the �Telephone . . .
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�
Use a pleasant greeting.


Identify your locale.


Identify yourself.


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


�
�
�
�
�
Callers to the Disaster Field Office . . .
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�
It is important to know who your potential callers may be.�
�
�
�
�
�






Taking Notes . . .
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�
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�
�
�
�
Active Listening





�


�
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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�
�
�
�
�
Confirming What You Hear





�


�
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.�
�
�
�
�
�






Types of Questions





�


�
Open-Ended Questions





Require more than one-word answers.





Encourage sharing.





Usually begin with what, when, why, or how.


�
�
�
�
�
Types of Questions





�


�
Closed-Ended Questions





Require a simple, one-word answer.





Discourage sharing.





Usually begin with is, can, does, or how many.�
�
�
�
�
Asking Probing Questions





�


�
Use open-ended questions.





Wait for a response before firing off another question.





Use a confirming response before asking another question.�
�
�
�
�
Dealing With Difficult Callers
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�
�
�
�
�
�






Taking Messages
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�
Restate and spell message details to confirm the accuracy of the message.


Make sure to record . . .


Caller’s name


Caller’s phone number


Date and time of call


Subject of call


�
�
�
�
�
Transferring a Call
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�
Make sure you have enough information to transfer the caller to the correct person or office.


Provide the new number and the person’s name to the caller.


Stay on the line until the call is transferred.


If the transfer is unsuccessful, take a message.


�
�
�
�
�
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





� EMBED MS_ClipArt_Gallery.2  ���


�
Thank the person for calling.





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


�
�
�
�
�
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