Phone Call Guidelines


Preparing for the call

· Have the contact name and number at hand

· Have your own contact details ready

· Know what you want to say – dates etc

· Have your questions ready

· Anticipate questions that the other person may ask 

· Have pen and paper at hand to take notes

Making the call 

· The background noise should be complete silence

· Your attention should be on the person you are speaking to on the phone

· Listen carefully and take notes

1. Greeting (good morning, good afternoon, good evening).

2. You may need to confirm that you are connected to the right person or company, “Is this Mr. Ryan’s office?...,May I speak with Mr. Ryan please.”

3. Introduce yourself, your organisation and state the purpose of your call.  For example: “Hello Mr Ryan, my name is Michelle O’Dea.  I’m a leaving cert student calling from St. Johns Community College in Cree.  I am hoping to pursue a career as a Solicitor and I was wondering if you would be willing to let me work shadow you or one of your colleagues?”

Leaving a message

Have a standard message ready.  For example: “This is Michelle O’Dea calling. When would be a good time to call back?........That’s great.  I’ll give him a call then. Thank You. Goodbye.”

Also have a short message prepared for answering machines. State your name and number and the purpose of your call.

Take note of when you have to call back and call at that time.

Negative response

No Vacancies - If you receive a negative response to an enquiry about vacancies remain calm and polite.  Ask if they expect to have any vacancies in the near future.  Thanks the person for taking your call and end the call.  For example: “I understand.  I will check back with you next month.  Thanks for taking my call.  Goodbye.”

No work shadow/work experience - If you receive a negative response to a work shadow/work experience enquiry remain calm and polite.  The person may have very valid reasons why they can’t let you work shadow/work experience at that particular time.  Remember you are representing your school or organization.  You do not want to spoil it for someone else in the future.  

You may be able to turn the conversation around by complimenting the organization.  “Your practice has an excellent reputation.”  

Sometimes it may help to identify someone that you both know “My father has dealt with your office in the past and recommended that I contact you.”  However, you don’t want to come across as too pushy.

If they are still negative, thank the person for their time.  For example: “Perhaps I will get to work with you some other time.  Thank you for taking my call.  Goodbye.”

Make a note of the response and move onto the next contact.

Positive response

Vacancies – Let them know that you are interested.  Find out what the procedure is for applying for the position.  Thank the person for their time and follow up immediately.  For example: “That’s sounds great.  I have office experience and I am very interested in the position.  How do I go about applying?  …. I see.  I will send in my CV immediately.  Thank you for taking my call.  Goodbye.”

Work experience/work shadowing - Thank the person for accepting you.  Confirm start dates, time, place and whom you have to meet on the first day. Take note of all details.
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