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Chapter One Office Routines

1. Telephone Communication
2. Mail Management
3. Time Management

Overview

Such office routines as telephone communication, mail and time management, are very
important. Whether secretaries could manage well can even sometimes decide the company’s fate.
Secretaries should know how to express themselves with witty words to leave a good impression
with telephone communications, which is the Project One focus.

Mails, one of the most important way to communicate in business, mainly fall into two types:
carbon (letters, parcels, telegrams, etc.); digital (e-mail, fax, etc). With the development of the
technology, digital means become more frequently used. In this Project Two, the focus will be on
letters and e-mails: receiving letters or e-mails, sending letters or e-mails. In any company the
answer sheet should be in a certain form, which is kept in the computer and can be found whenever
used. The certain form of answering letters could leave a deep, orderly, and good impression.
Time is an elusive resource. Time cannot be recaptured or stored to use later. The secretary needs to
master some useful time management skills and tips. Project Three explores the methods,
procedures and tools of time management.

Project One Telephone Communication HLi ) i#

Goals and objectives

To learn to effectively managing telephone communications.

Knowledge

To know telephone etiquette, telephone message taking and telephone responsibilities.
To learn useful expressions for telephone communication.

Skill

To practice good telephone courtesy.

To develop telephone communication skills.

To learn to perform telephone responsibilities by handling various telephone calls properly:
Making calls, taking and transferring calls, screening calls, etc.
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Part one: General knowledge #1i2 H#x

How to handle telephone communication properly 214 1F ff &b 28 B8 15235 Fii

Secretaries hand telephone communication every day. Screening calls is often an unpleasant
part of the job. But it is sometimes necessary because the person for whom you are screening does
not always have time to talk or want to talk to the caller. In the opening case, the receptionist is not
successful in screening the coming calls since she leaves doubt that Ms. Stell is THERE in the
office by asking who the caller first instead of declaring that Ms. Stell’s unavailability.

Case study 1 RHI4047 1

Caller: I need to speak with Ms. Stell, right away.

Receptionist: May 1 get your name and number please?
She should put this way

Receptionist: “I’m sorry, Ms. Stell is unavailable at this time, may I take your name and
number and have her return your call? Or may I help you?”

Case study 2 8247 2

_Receptionist: Bookkeeping, James Stewart.
Caller: I need to speak with Ms. Stell, right away.
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Receptionist: May I get your name and number please?

Caller: This is Sam Davis and I need to speak with Ms. Stell.

Receptionist: Let me check to see if she is in, will you hold please?

Caller: Yes, thank you I’ll hold.

Receptionist: I’m sorry, Ms Stell is not available, Let me take your number and have her
return the call.

Caller: No, I’ll hold until she can take my call.

(From Telephone etiquette, p11, Southern Illinois University Carbondale)

In the above telephone communication, why does Mr. Davis think that Ms. Stell is in the office?
What did the caller (Mr. Sam Davis in this case) have the impression that Mr. Davis is available but
refuses his access? Is there something that the receptionist says has given such expectation?

The better telephone communication may be TF#578 4 i B8 5 Y 8 N % 2

Receptionist: Bookkeeping, James Stewart.

Caller: Is Ms. Stell available?

Receptionist: I’'m sorry, Ms. Stell is unavailable at this time, may I take your name and
number and have her return your call? Or may I help you?

Caller: This is Sam Davis, would you please tell her I called, she has my number.

Receptionist: Mr. Davis, she has asked me to interrupt if you should call, so please hold while
I tell her you are on the line.

(Telephone etiquette, p10, Southern Illinois University Carbondale)

Telephone etiquette HEiEFL{X

Identify yourself professionally BNV AHE S

Whether you’re receiving a call or making a call, a customer should never be in doubt about
who they are speaking to. Never should they ask “Sorry, what company are you calling from?” If we
speak to lots of customers who have some confusion about which company called them, and that’s
an immediate sign of failing to identify yourself professionally. We even get complaints from
customers about companies that weren’t the cause of the complaint!

When identifying yourself, mention your name and your company name—preferably at the
beginning of the call and once more if you can work it in. If appropriate, also put yourself in the
picture that the customer may have of the company already for example “You received a quote from
my colleague John about your hot water system yesterday, and I’m the person who will be doing the
job. Do you have any questions for me?”. This ensures there is no confusion on the customer’s side
and they also get a great impression of your company’s internal communication.

Customers, especially the ones that are uncertain about details and afraid to ask questions, will
feel more comfortable talking to you if they’re not obsessing about embarrassing themselves by
calling you the wrong name or confusing your company with another!



Be well understood IEHfEA1E B

This one’s a no brainer but sometimes we get so caught up in the necessary speed of life (or in

fact the customer’s speed of life) so we rush through a call. Slow the pace down, enunciate your
words , moderate your voice volume (especially if you’re on a noisy site and tempted to shout to be
heard above the hammering/drilling).

Keep the tone professional but friendly &< HRYL H &K iF

The tone of your conversation is set by two things—your attitude and your language. Your
attitude should be easy enough to keep positive, but even on ‘down’ days or when you’re really
busy keep your attitude focused (but unhurried), enthusiastic and attentive. Be attentive and
conversation but try not to ask questions if you’re not interested in the answer—it’s hard to fake
interest in stories about pets and random people you don’t know!

Your language use can be trickier. Use simple words and no jargon or industry lingo, don’t be
too casual and of course remember to make any points or ask questions that you need to. If you
naturally use “fillers” when you speak, such as “um”, or phrases such as “like” or “you know”, train
yourself carefully not to use these when you speak on the phone. Customers usually don’t notice
this but your overall impression will be more positive if you avoid the fillers.

Be practical if you get stuck i 3] ja) 8 i

When you’re dealing with a particularly difficult topic and get yourself tied up—be practical.
Instead of giving the customer vague information, tell them “I don’t know the answer to that—Ilet
me find out and ring you right back”. Or if you know you can get the information quickly, give
them the option to hold on while you find out “I need to get that information quickly, would you
like to hold for 30 seconds or would you prefer that I call you back?”

Be yourself B

Some of the advice above may seem like to give good customer service you need to have a
personality transplant. But that’s not true —these are just principles you should adopt that will allow
you to be yourself freely and still have great conversations with your customers.

Take notes HIFCR

If you handle a lot of calls each day, then it is essential to log each one under date and time.
For all calls you should make a note of who rang, for what reason, and the action you agreed with
times and details of address, telephone number etc.

Things to avoid when on the phone B %4 78 IV 8 4 i) 35 19

It’s easy to fall into the trap of believing that because your caller can’t see you, they won’t be
affected by what you are doing and what’s going on around you. Remember not to:

e let it ring more than four times '

e eat and drink while talking on the phone

e  be too familiar

e talk to someone else in your office

e  have too much background noise

e  speak too quietly or too loudly
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e  speak too quickly.
Part two: Field Practice 3EiJll =]

I. Scenario £ # % %

The telephone communication task is accomplished in three sessions: telephone etiquette,
answering phones, making calls.

Practice 1: telephone etiquette Hi54L{X

Group work on a telephone call: act out a telephone communication and evaluate according to
the rubic.

Group performance /N%5>]

Students work in groups, observing and identifying regularities in telephone etiquette.

Reporting orally kT

After 15-minute discussion, each group representative reports their findings; as the students
reports, the teacher lists the findings on the chalkboard telephone manners.

Summarizing &%

Based on the findings, students summarize the language, Dos and Don’ts; students work out
etiquette rubic for a good telephone communication.

Practice 2: answering calls :H %

Group work on a telephone call: act out answering calls and evaluate, taking into consideration



telephone etiquette and skills in handling calls.
Group performance M%5>]
Each group act out answering calls. Students work in groups, observing and identifying

regularities in answering calls.

Reporting orally [3kiCi#

After 15-minute discussion, each group representative reports their findings; as the students
reports, the teacher lists the findings on the chalkboard: steps in answering calls, dos and don’ts,
useful expressions.

Summarizing &%

Based on the findings, students summarize the language, Dos and Don’ts; students work out
steps and necessities in answering phones. Work out a rubic in answering calls.

Practice 3: making calls 3TH %

SIS s to it e
I SENT You?

Group work on a telephone call: act out making calls and evaluate, taking into consideration
telephone etiquette and skills in handling calls.

Group performance /N4%5>]

Each group acts out making calls. Students work in groups, observing and identifying
regularities in making calls.

Reporting orally 13T

After 15-minute discussion, each group representative reports their findings; as the students
report, the teacher lists the findings on the chalkboard: steps in making calls, dos and don’ts, useful
expressions.

Summarizing & 45

Based on the findings, students summarize the language, Dos and Don’ts; students work out
steps and necessities in making calls. Work out a rubic in making calls.

Il. Requirements £ M &R

Real telephones are expected to be used in the practice. Students work in groups; one acts as
Vivian, some as the callers, the callees (director, ticket office, Mr. Jones), one as the President, and



