The Right and Wrong Way to Answer the Phone

Wrong

Scenario: Mr. X is calling a store to find out information about their services. Mr. L
is the person answering the phone.

Mr. L — Hello? (sounds sleepy)

Mr. X — Uh... is this Radios R Us?

Mr. L — Uh-huh.

Mr. X — And with whom am | speaking?

Mr. L — Uh... well me.

Mr. X — And you are...?

Mr.L—1Im Mr. L.

Mr. X — And what department do you work for?

Mr. L — Uhhhh.. well... Sales.

Mr. X — (hangs up; already tired of speaking with Mr. L)



Right

Scenario: Mr. X tries the competitor’s store, hoping to find someone he can speak
with. Mr. J answers the phone.

Mr. J — (energetic, friendly tone) Good morning! Thank you for calling Radios
Plus. Thisis Mr. J, how may | help you?

Mr. X — (delighted) Well, good morning Mr. J. It's so nice to speak with you. | was
wondering if you could tell me more about your products.

Mr. J — Certainly! | would be happy to.

(The conversation continues and Mr. X is so happy with the polite, friendly service,
he buys four products from the company!)
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