TELEPHONE POLICY CHECKLIST

Please initial.

____________
1.
When the phone rings, always put a smile on your face!  People 

know by the tone of your voice whether you are enjoying what you are doing or not.  We want to keep the idea that this (like Disneyland!) is a happy place to work.

____________
2.
Always answer enthusiastically, “It’s a great day at Sanford

Systems.  How may I help you?”

____________
3.
When answering phone calls, always ask the caller, “Would it be

helpful if _____________ knew what this call was regarding?”

____________
4.
When making phone calls for Walter, you say, “Good (morning,

afternoon, evening), Mr./Mrs. __________________.  Walter asked met to get you on the line to discuss (property address) or ______________________ look at lead classification.  (example: FSBO, expired, past expired)  Would you hold for one moment while I get Walter on the line?”

____________
5.
Give the call to the party whom the caller is asking for.  Always ask

for permission to put the caller on hold, and wait for an answer.

____________
6.
If that party is not in or is on anther line, ask if someone else can



help.  For example, “Walter is on another line.  May I help you at

this time?”

____________
7.
If no one is available and you have to take a message, take the





following required information from the caller:





Name – ask the caller politely how to spell his or her name

Phone number where the caller can be reached; be sure to get both a work and home or cell phone number; repeat each number to be certain it’s correct

Message – please find out why they are calling and be specific!  You


can say something like, “Walter usually calls in for his messages,


and he may be able to answer your question and have me call you

back sooner.”

Note: do not push the caller too hard, but try to get the most information out of them.
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Please initial.

____________
8.
Always be polite by adding “thank you” and “please.”  Never be

demanding or rude.

____________
9.
No matter how badly you are treated by someone on the phone, they

are always potential clients and are always right.

_____________________________________

Telephone Operator/Team Member

