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MASTER PAGE SCORE (ACCUMULATION OF INCIDENTS FOR THE SEMESTER):

	MODULE
	EXPERIENCES
	NO. OF INCIDENTS EXPERIENCED

	1
	TELEPHONE

	
	· Answering external calls


	

	
	· Transferring external calls


	

	
	· Transferred call recipient is engaged


	

	
	· Intended call recipient is unavailable


	

	
	· Answering extensions


	

	
	· Answering internal calls


	

	
	· Taking down contact numbers of incoming inquiries about the course


	

	
	· Taking down messages for internal calls
	

	
	· Relaying telephone messages to related staff
	

	2
	FACE TO FACE SCENARIO

	
	· Handling complaints


	

	
	· Assisting guests with appointment


	

	
	· Assisting guests without appointment


	

	
	· Greeting incoming students, staffs and guests


	

	
	· Informing arrival of guest to related staff
	

	
	· Guiding guests to the related departments
	

	3
	DEPARTMENTAL DUTIES

	
	· Usage of photocopy machine


	

	
	· Typing course information in Word format


	

	
	· Key-in potential students’ particulars in Excel format

	

	
	· Preparing flyers for Marketing purpose


	

	
	· Assisting Course Consultants in completing tasks


	

	
	· Assisting Marketing Administrator in completing tasks
	


Telephone Techniques And Courtesies

ESSENTIAL COMMUNICATION
How do we communicate ?

Words (verbal)

Physical expression (non-verbal)

Verbal

· Do you always make the point you mean to make?

· Does the person you are talking to always understand your language/accent? Can you be sure?

· Your words mean the same to the other person as they do to you?

(this is called semantics)

Non-verbal

(what people do tell others more than what they say)

Appearance

Voice - volume and tone

Gestures

Eye contact

Postures/stance

Silence

Facial expression

Spatial relations

What do we communicate?

· Ideas

· Words

· Feelings

In other words - messages

We often send messages to gain a response. This is called feedback.

WHAT MEANS DO WE USE ?
· The five senses mainly - seeing, hearing, touching also (to a lesser extent) tasting and smelling.

· We call the means through which a method is transmitted the “channel”.

· How much do you think you, we, - most people - rely on non-verbal communication in our daily lives? (be honest)

· What must we do to improve our voice and our oral communication? 
· What does the volume of our voice tell people about us?

· What can the tone of our voice tell people about us?

· How can we compensate for our inability to use other means of non-verbal communication when we converse over the telephone?

· What percentage of our everyday communication (not telephone) would be nonverbal and what percentage verbal only? (be honest)

· Is your everyday communication, verbal and non-verbal combined, always 100% accurate? (does it always achieve success and sensitivity?)

YES/NO
· By how much, in simple arithmetic, do you think you need to improve your oral communication?

· Now - get to work on that shortfall of ? %!

Note: speaking clearly and distinctly is called articulating or enunciating.

My manifesto !
Four things I am going to tell myself every morning.

1.  Today I am not only a son, daughter, mother, father, husband, passenger, customer, patient, friend, sister, brother, clerk, mechanic, student, secretary, secretary, accountant, manager or whatever - I am a public relations officer and advertising agent for my organization.

2.   Today I am going to remember that every time i speak on the telephone, my voice could be my fortune, and I shall use it to its greatest effect.

3.   Today i am also going to remember that good talkers are “ten a penny” but that many of them are not good listeners.

4.   Today I am going to reduce that shortfall of ?% On my oral communication skills by at least another one per cent.

The telephone as a channel of communication

· Alexander Graham Bell's invention and the human voice combine to provide the channel.

· Oral language (in our case the English language) is the code.

· How many of the means of non-verbal communication can be used over the telephone ?

Why do we communicate?
 So as not to live in isolation and to:

 instruct

 gain some response (or gain information)

 inform, advise, impart knowledge

 stimulate

 entertain
 “sell” in other words ourselves to others

· How can successful communication be achieved?

· What do we need to know about others before we can successfully communicate with them?

· Should we, or do we, communicate with everyone in the same way?

· What is meant by “the cycle of communication”?

Let's add to our communication vocabulary. When we want to send a message we choose a Code - usually (not always - remember non-verbal communication) language. Putting into code is called encoding.

We set in motion the “cycle of communication through a selected channel.

Why does communication so often fail?

· Because of different understanding of the code

· “line”  loss

· Distortion(noise, e.g. Conversation, traffic, machinery)

· The wrong “mood”, time of day, state of health or mind - all these affect the communication

     
process.

Listening
The weakest link in the chain or cycle of communication has been proved to be listening.

Why is this?

Are you a good listener?

20 golden rules to observe - receiving calls

Always have a pad, pen and telephone message form handy.

1. Answer promptly, on the second ring ideally.

2. Identify your organization, give your name and greet “good morning” (or as appropriate).

3. Hold the receiver slightly away from your mouth. Speak into the mouthpiece - not over or under it and enunciate clearly and distinctly.

4. Greet the caller calmly, pleasantly and warmly.

5. Answer every call on the assumption that the caller is a very important person.

6. As soon as you know the caller's name - use it! (everyone likes to hear the sound of their own name).

7. Use courteous phrases such as :`one moment please”, “may i know your name please?', and don't forget to say “thank you' and 'you're welcome' at appropriate times.

8. Always remember you are speaking to a person - not to a telephone. So try to visualize the caller.

9. Concentrate on listeners to what the person is saying, just as you would if you were speaking face-to-face. Don't allow yourselves to become distracted by what you see or hear around you.

10. Make sure your voice, your manner, and the words you choose convey a genuine desire to be of help.

11. Never be afraid to apologize on behalf of your company/firm for errors or delays. (never blame others).

12. Don’t keep callers waiting without regularly checking back with them to ask whether they wish to continue to wait. If you fail to do this they will think they have been forgotten .

13. If a person or information asked for is not available - offer to call back.

14. Obviously when you take down an order it must be read back. The same applies to every message - not only orders. Check spellings, numbers, etc.

15. If you have to put the receiver down in the course of a call, place it gently on a soft surface - don't bang it down.

16. Fill in a telephone message form immediately you have finished taking a call on behalf of another person - and include time, date and your initials.

17. When you have to transfer a call, tell the caller to whom he is being transferred and give the other person's name clearly and any extension number.

18. If you are interrupted while on a call, excuse yourself the caller, minimize the interruption - then apologize.

19. Let the caller say good-bye first. Remember that the person who initiates the call is the person to terminate it.

20. Remember to say “thank you for calling”

Never forget that your voice is, to the caller, the voice of your organization
· If you are right-handed, hold the receiver in your left hand, leaving the other one free with which to write. (left-handed people vice versa.)

· Do speak clearly and distinctly; never mumble, shout or use slang of any type whatsoever.

· The earpiece of the telephone also contains a microphone, so please don't cover the mouthpiece and assume that the caller cannot hear you!

Main faults in telephone techniques
· LACK OF ATTENTION -- is detectable by the caller from
i.    
Tone of voice

ii.  
Asking the caller to repeat himself to often

iii.  
Giving the wrong information

iv.  
Creating background noise such as shuffling papers

· LACK OF COURTESY -- is a social and business evil. The caller will feel he/she is being discourteously treated if you :
i.   
Neglect to use his name

ii.  
Neglect to use words such as 'please', “thank you' and `no thank you'

iii. 
Speak abruptly or raise your voice.

· LACK OF CLARITY -- often stems from
i.   
Unwillingness to accept that one's speech is poor

ii.  
Carelessness and laziness

Iii. 
Lack of confidence in oneself

· LACK OF COMMONSENSE -- can be detected in numerous ways, including
i.    
Allowing a caller to speak for some time before informing him that you are not the person who is able to help him.

ii.   
Neglecting to plan the message you aim to communicate, possibly resulting in your having to call back to say something you forgot

iii.  
A limited outlook whereby you feel your duties are only to your immediate superior and not to your organization as a whole.

· LACK OF FOLLOW - THROUGH is a cardinal business sin - so try, try, try again !!
Ten golden rules to remember when making calls
1.   Keep at hand a list of frequently used numbers (in alphabetical order). Unless you are sure you know the number to be called, check this personal index - guessing is time-consuming and costly.

2.   Check any time difference when making international calls.

3.   If you are placing a call for another person, be sure the person concerned is available to take it before you make the connection.

4.    Have any paperwork you might need in front of you before you make the call.

5.   When you are making a call, plan beforehand what you have to say by making a check-list of points.

6.   If the person being called is not available, ask when you may call back. Keep control of the situation yourself; don't depend on others to remember to call you.

7.   Give the person being called adequate time to answer; about 30 seconds should be sufficient.

8.   If you are unable to get through to a particular person you are asked to call because the number is constantly engaged or temporarily out of order, keep a note of reminder to yourself in a prominent position - have 'follow through'.

9.   Be business-like by avoiding long conversations - they are usually unnecessary and they 'tie-up' the line, thus delaying other calls.

10.  Keep a record of long-distance calls in order to check these against the telephone bill.  (some firms have special forms for this purpose ).

Remember- curtness costs clients - courtesy costs nothing!

Recommended phrases for switchboard operators
To answer an outside call
(name of organization) ...... Good morning. Repeat the name or extension requested.

When it is necessary to announce the call
“May I say who is calling, please?” Then “one moment please, Mr., ......” (insert caller's name )

Announcing the call
“Mr. ..........calling, Mr. ..........” Then, “go ahead, please!”

When the particular person is engaged
“I am sorry, Mr.........._'s phone is busy. Would you care to hold on please?” Or

“I am sorry, Mr..........'s phone is busy. Can anyone else help you?”

After an interval of 30 seconds

“Mr.........'s phone is still busy. Would you still like to hold?”

After a further 30 seconds

“Mr.........'s phone is still engaged, may i ask him to call you?” Or

“Mr.........'s phone is still engaged, may i take a message, please?”

When person or extension become free
“Thank you for waiting. I will connect you now.”

When wanted person is unavailable

“I am sorry, Mr. ........ Is out (until ....... ). May i take a message please?”

When extension does not answer
“I am sorry, there is no answer; can someone else help you, please?”

When wanted person is unable to handle he call, direct call to another person
“I am sorry, Mr. .... is not available, I will connect you to Mr.....who should be able to help you”

Supervising across a connection         

“are you getting through?”

Answering extensions                         

“switchboard, may I help you?”

12 POINTS FOR DISCUSSION
1.    What is wrong with the following replies to a telephone caller?      

a. Hello

b. Who do you want to talk to?

c. Hold on

      d. What is it about?

      e. Hold the line

2.   
Do you consider that it is best for an executive to make his or her own calls instead of getting the secretary to connect with the required person before he or she comes to the phone?

3.   
When two secretaries are speaking to each other, preparatory to putting their respective on the telephone, which of the employers should be the first to speak, and why?

4.   
How can a situation as described in 3 lead to problems?                    ·

5.   
What is meant by “screening” telephone callers?                          

6.   
Why do some executives insist on having all their calls screened?

7.   
What special qualities are needed when screening callers?

Notes

1
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d
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WEEK 1: SESSION 1
Date: ________________

Time: _______________

PRACTICE ONE WORKSHOP EXERCISE WITH THE STAFF BEFORE COMMENCING DUTY.

Student’s Report: _____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Assessor (Front Office leader on duty): ___________________________

Feedback by Assessor:

____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Acknowledgement:




Comments by Coordinator:


_________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
WEEK 1: SESSION 2
Date: ________________

Time: _______________

PRACTICE ONE WORKSHOP EXERCISE WITH THE STAFF BEFORE COMMENCING DUTY.

Student’s Report: _____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Assessor (Front Office leader on duty): ___________________________

Feedback by Assessor:

____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Acknowledgement:




Comments by Coordinator:


_________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Acknowledgement:




SESSION 1: EXPERIENCE SCORE CARD
	MODULE
	EXPERIENCES
	NO. OF INCIDENTS EXPERIENCED

	1
	TELEPHONE

	
	· Answering external calls


	

	
	· Transferring external calls


	

	
	· Transferred call recipient is engaged


	

	
	· Intended call recipient is unavailable


	

	
	· Answering extensions


	

	
	· Answering internal calls


	

	
	· Taking down contact numbers of incoming inquiries about the course


	

	
	· Taking down messages for internal calls
	

	
	· Relaying telephone messages to related staff
	

	2
	FACE TO FACE SCENARIO

	
	· Handling complaints


	

	
	· Assisting guests with appointment


	

	
	· Assisting guests without appointment


	

	
	· Greeting incoming students, staffs and guests


	

	
	· Informing arrival of guest to related staff
	

	
	· Guiding guests to the related departments
	

	3
	DEPARTMENTAL DUTIES

	
	· Usage of photocopy machine


	

	
	· Typing course information in Word format


	

	
	· Key-in potential students’ particulars in Excel format

	

	
	· Preparing flyers for Marketing purpose


	

	
	· Assisting Course Consultants in completing tasks


	

	
	· Assisting Marketing Administrator in completing tasks
	


Workshop 1: Telephone techniques

The following conversation takes place between a telephone caller and the secretary.

Secretary
Mr. Rozario's office

Caller             
May I speak to Mr. Rozario please?

Secretary         
May have your name please?

Caller             
My name is Encik Ibrahim of atlas holdings.

Secretary        
Mr. Rozario is engaged with a very important client, Encik Ibrahim. Could you let me know 
what it's about please?

Caller             
I wish to speak to him about a personal matter.

Secretary        
Are you a personal friend or is it about life insurance or something of that kind?

WEEK 2: SESSION 1
Date: ________________

Time: _______________

PRACTICE ONE WORKSHOP EXERCISE WITH THE STAFF BEFORE COMMENCING DUTY.

Student’s Report: _____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Assessor (Front Office leader on duty): ___________________________

Feedback by Assessor:

____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Acknowledgement:




Comments by Coordinator:


_________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Acknowledgement:



WEEK 2: SESSION 2
Date: ________________

Time: _______________

PRACTICE ONE WORKSHOP EXERCISE WITH THE STAFF BEFORE COMMENCING DUTY.

Student’s Report: _____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Assessor (Front Office leader on duty): ___________________________

Feedback by Assessor:

____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Acknowledgement:




Comments by Coordinator:


_________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
SESSION 2: EXPERIENCE SCORE CARD
	MODULE
	EXPERIENCES
	NO. OF INCIDENTS EXPERIENCED

	1
	TELEPHONE

	
	· Answering external calls


	

	
	· Transferring external calls


	

	
	· Transferred call recipient is engaged


	

	
	· Intended call recipient is unavailable


	

	
	· Answering extensions


	

	
	· Answering internal calls


	

	
	· Taking down contact numbers of incoming inquiries about the course


	

	
	· Taking down messages for internal calls
	

	
	· Relaying telephone messages to related staff
	

	2
	FACE TO FACE SCENARIO

	
	· Handling complaints


	

	
	· Assisting guests with appointment


	

	
	· Assisting guests without appointment


	

	
	· Greeting incoming students, staffs and guests


	

	
	· Informing arrival of guest to related staff
	

	
	· Guiding guests to the related departments
	

	3
	DEPARTMENTAL DUTIES

	
	· Usage of photocopy machine


	

	
	· Typing course information in Word format


	

	
	· Key-in potential students’ particulars in Excel format

	

	
	· Preparing flyers for Marketing purpose


	

	
	· Assisting Course Consultants in completing tasks


	

	
	· Assisting Marketing Administrator in completing tasks
	


Workshop 2: Getting information from a reluctant caller

Miss Lee    
Mr. John sim's office, miss Lee speaking - good morning.

Caller      
May I speak to Mr. Sim, please?

Miss Lee    
I'm sorry, Mr. Sim is not in his office. May I tell him who called?

Caller      
When will he be back?

Miss Lee    
I'm not quite certain but maybe I can help you?

Caller      
No, I'11 call back tomorrow.

Miss Lee    
Certainly - may I tell Mr. Sim who called please?

Caller      
Gerry Gomez of the modern electrical equipment company Miss Lee are you calling about an 
order, Mr. Gomez?

Caller      
No,  Mr. Sim is interested in a new type of safety device and I said I'd let him know  when we 
had information on it.

Miss Lee    
Thank you, Mr. Gomez. I'11 tell Mr. Sim to expect your call.

Caller      
Thank you. Good-bye.

Miss Lee    
Good-bye Mr. Gomez.

WEEK 3: SESSION 1
Date: ________________

Time: _______________

PRACTICE ONE WORKSHOP EXERCISE WITH THE STAFF BEFORE COMMENCING DUTY.

Student’s Report: _____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Assessor (Front Office leader on duty): ___________________________

Feedback by Assessor:

____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Acknowledgement:




Comments by Coordinator:


_________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Acknowledgement:




WEEK 3: SESSION 2
Date: ________________

Time: _______________

PRACTICE ONE WORKSHOP EXERCISE WITH THE STAFF BEFORE COMMENCING DUTY.

Student’s Report: _____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Assessor (Front Office leader on duty): ___________________________

Feedback by Assessor:

____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Acknowledgement:




Comments by Coordinator:


_________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
SESSION 3: EXPERIENCE SCORE CARD
	MODULE
	EXPERIENCES
	NO. OF INCIDENTS EXPERIENCED

	1
	TELEPHONE

	
	· Answering external calls


	

	
	· Transferring external calls


	

	
	· Transferred call recipient is engaged


	

	
	· Intended call recipient is unavailable


	

	
	· Answering extensions


	

	
	· Answering internal calls


	

	
	· Taking down contact numbers of incoming inquiries about the course


	

	
	· Taking down messages for internal calls
	

	
	· Relaying telephone messages to related staff
	

	2
	FACE TO FACE SCENARIO

	
	· Handling complaints


	

	
	· Assisting guests with appointment


	

	
	· Assisting guests without appointment


	

	
	· Greeting incoming students, staffs and guests


	

	
	· Informing arrival of guest to related staff
	

	
	· Guiding guests to the related departments
	

	3
	DEPARTMENTAL DUTIES

	
	· Usage of photocopy machine


	

	
	· Typing course information in Word format


	

	
	· Key-in potential students’ particulars in Excel format

	

	
	· Preparing flyers for Marketing purpose


	

	
	· Assisting Course Consultants in completing tasks


	

	
	· Assisting Marketing Administrator in completing tasks
	


Workshop 3a: Your employer is in but does not wish to be disturbed

Miss lee    
Mr. John Sim's office. Miss lee speaking. Good morning.

Caller      
This is Joe Wilson of the Wilson Motor Company. I'd like to talk to Mr. Sim.

Miss lee    
One moment please, Mr. Wilson. (pause) I'm sorry but Mr. Sim is going to be busy for a few 
minutes and would like to call you back as soon as he is free. May I have your number 
please?

Caller      
I'11 only be in my office for half an hour. Please ask him to call me as soon as he can. My 
number is 290 6754.

Miss lee    
2906754. Mr. Sim will call you as soon as possible, Mr. Wilson. Thank you.

Workshop 3b: A telephone message form
Now draft the telephone message form which will need to be placed in front of Mr. Sim immediately.

	


WEEK 4: SESSION 1
Date: ________________

Time: _______________

PRACTICE ONE WORKSHOP EXERCISE WITH THE STAFF BEFORE COMMENCING DUTY.

Student’s Report: _____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Assessor (Front Office leader on duty): ___________________________

Feedback by Assessor:

____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Acknowledgement:




Comments by Coordinator:


_________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Acknowledgement:



WEEK 4: SESSION 2
Date: ________________

Time: _______________

PRACTICE ONE WORKSHOP EXERCISE WITH THE STAFF BEFORE COMMENCING DUTY.

Student’s Report: _____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Assessor (Front Office leader on duty): ___________________________

Feedback by Assessor:

____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Acknowledgement:




Comments by Coordinator:


_________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
SESSION 4: EXPERIENCE SCORE CARD
	MODULE
	EXPERIENCES
	NO. OF INCIDENTS EXPERIENCED

	1
	TELEPHONE

	
	· Answering external calls


	

	
	· Transferring external calls


	

	
	· Transferred call recipient is engaged


	

	
	· Intended call recipient is unavailable


	

	
	· Answering extensions


	

	
	· Answering internal calls


	

	
	· Taking down contact numbers of incoming inquiries about the course


	

	
	· Taking down messages for internal calls
	

	
	· Relaying telephone messages to related staff
	

	2
	FACE TO FACE SCENARIO

	
	· Handling complaints


	

	
	· Assisting guests with appointment


	

	
	· Assisting guests without appointment


	

	
	· Greeting incoming students, staffs and guests


	

	
	· Informing arrival of guest to related staff
	

	
	· Guiding guests to the related departments
	

	3
	DEPARTMENTAL DUTIES

	
	· Usage of photocopy machine


	

	
	· Typing course information in Word format


	

	
	· Key-in potential students’ particulars in Excel format

	

	
	· Preparing flyers for Marketing purpose


	

	
	· Assisting Course Consultants in completing tasks


	

	
	· Assisting Marketing Administrator in completing tasks
	


Workshop 4: Handling a call that should really have gone to someone else
Miss Lee    
Mr. John Sim's office. Miss Lee speaking. Good afternoon.

Caller    
this is Encik Ibrahim. I'd like to speak to Mr. Sim about some software I need urgently.

Miss Lee    
if it’s about software Encik Ibrahim, it's Mr. Kaneyson you should speak to!

Caller      
All right. I'11 talk to Kaneyson.

Miss Lee    
One moment please. (signals operator)

Operator    
Yes, please?

Miss Lee    
Will you transfer Encik Ibrahim on this line to Mr. Kaneyson on extension 28 please.

WEEK 5: SESSION 1
Date: ________________

Time: _______________
PRACTICE ONE WORKSHOP EXERCISE WITH THE STAFF BEFORE COMMENCING DUTY.

Student’s Report: _____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Assessor (Front Office leader on duty): ___________________________

Feedback by Assessor:

____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Acknowledgement:




Comments by Coordinator:


_________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Acknowledgement:




WEEK 5: SESSION 2
Date: ________________

Time: _______________

PRACTICE ONE WORKSHOP EXERCISE WITH THE STAFF BEFORE COMMENCING DUTY.

Student’s Report: _____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Assessor (Front Office leader on duty): ___________________________

Feedback by Assessor:

____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Acknowledgement:




Comments by Coordinator:


_________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
SESSION 5: EXPERIENCE SCORE CARD
	MODULE
	EXPERIENCES
	NO. OF INCIDENTS EXPERIENCED

	1
	TELEPHONE

	
	· Answering external calls


	

	
	· Transferring external calls


	

	
	· Transferred call recipient is engaged


	

	
	· Intended call recipient is unavailable


	

	
	· Answering extensions


	

	
	· Answering internal calls


	

	
	· Taking down contact numbers of incoming inquiries about the course


	

	
	· Taking down messages for internal calls
	

	
	· Relaying telephone messages to related staff
	

	2
	FACE TO FACE SCENARIO

	
	· Handling complaints


	

	
	· Assisting guests with appointment


	

	
	· Assisting guests without appointment


	

	
	· Greeting incoming students, staffs and guests


	

	
	· Informing arrival of guest to related staff
	

	
	· Guiding guests to the related departments
	

	3
	DEPARTMENTAL DUTIES

	
	· Usage of photocopy machine


	

	
	· Typing course information in Word format


	

	
	· Key-in potential students’ particulars in Excel format

	

	
	· Preparing flyers for Marketing purpose


	

	
	· Assisting Course Consultants in completing tasks


	

	
	· Assisting Marketing Administrator in completing tasks
	


Workshop 5: Tactfully withholding confidential information
Caller      
May I speak to Mr. Sim? This is Eddie Chang of the Arntrade Company

Miss Lee    
I'm afraid Mr. Sim is out of town for a few days, Mr. Chang. May I help you

Caller      
Yes. I'm interested in knowing who's going to get the contract on the new canteen 
construction

Miss Lee    
I understand they are going to open bids next monday, Mr. Chang. We won’t know until 
then.

Caller      
well, confidentially, which firm does Mr. Sim favour?

Miss Lee    
the bids are being received on a strictly competitive basis, Mr. Chang. But if you would like 
to talk with Mr. Sim, I'11 have him call you when he returns.

Caller      
No don't worry. I'11 give him a call next week. 

Miss Lee 
Fine - thank you for calling, Mr. Chang. 

Caller 
Okay- good-bye

Miss Lee    
good-bye Mr. Chang

WEEK 6: SESSION 1
Date: ________________

Time: _______________

PRACTICE ONE WORKSHOP EXERCISE WITH THE STAFF BEFORE COMMENCING DUTY.

Student’s Report: _____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Assessor (Front Office leader on duty): ___________________________

Feedback by Assessor:

____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Acknowledgement:




Comments by Coordinator:


_________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Acknowledgement:




WEEK 6: SESSION 2
Date: ________________

Time: _______________

PRACTICE ONE WORKSHOP EXERCISE WITH THE STAFF BEFORE COMMENCING DUTY.

Student’s Report: _____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Assessor (Front Office leader on duty): ___________________________

Feedback by Assessor:

____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Acknowledgement:




Comments by Coordinator:


_________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
SESSION 6: EXPERIENCE SCORE CARD
	MODULE
	EXPERIENCES
	NO. OF INCIDENTS EXPERIENCED

	1
	TELEPHONE

	
	· Answering external calls


	

	
	· Transferring external calls


	

	
	· Transferred call recipient is engaged


	

	
	· Intended call recipient is unavailable


	

	
	· Answering extensions


	

	
	· Answering internal calls


	

	
	· Taking down contact numbers of incoming inquiries about the course


	

	
	· Taking down messages for internal calls
	

	
	· Relaying telephone messages to related staff
	

	2
	FACE TO FACE SCENARIO

	
	· Handling complaints


	

	
	· Assisting guests with appointment


	

	
	· Assisting guests without appointment


	

	
	· Greeting incoming students, staffs and guests


	

	
	· Informing arrival of guest to related staff
	

	
	· Guiding guests to the related departments
	

	3
	DEPARTMENTAL DUTIES

	
	· Usage of photocopy machine


	

	
	· Typing course information in Word format


	

	
	· Key-in potential students’ particulars in Excel format

	

	
	· Preparing flyers for Marketing purpose


	

	
	· Assisting Course Consultants in completing tasks


	

	
	· Assisting Marketing Administrator in completing tasks
	


Workshop 6

A caller telephones to talk to Mr. Loh, but he is not present. Write the secretary's part of the conversation. The secretary works for the Building Design Center in Kuala Lumpur. The caller is put through to the Interior Design Department by the switchboard operator.

Secretary
___________________________________________________________________________

Caller
Good morning. My name is Eulindra Lim and I work for the Singapore Institute of Interior 
Design and Decor. I'd like to speak to Mr. Loh please.

Secretary
___________________________________________________________________________


___________________________________________________________________________

Caller
I'm afraid I can't, I’ll be travelling around all day and I won't be near a telephone.

Secretary
___________________________________________________________________________


___________________________________________________________________________

Caller
Yes, thank you. At least then he will know I called. I would like to see him next Tuesday, 
when I'11 be in K.L. all day. I'd prefer three o'clock if possible. Would that be convenient?
Secretary
___________________________________________________________________________


___________________________________________________________________________

Caller
Good. Could you confirm that appointment by leaving a Message for me at the equatorial 
hotel in K.L.?

Secretary
___________________________________________________________________________


___________________________________________________________________________

Caller
Thank you very much. Good-bye.

Secretary
___________________________________________________________________________


___________________________________________________________________________
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SESSION 7: EXPERIENCE SCORE CARD
	MODULE
	EXPERIENCES
	NO. OF INCIDENTS EXPERIENCED

	1
	TELEPHONE

	
	· Answering external calls


	

	
	· Transferring external calls


	

	
	· Transferred call recipient is engaged


	

	
	· Intended call recipient is unavailable


	

	
	· Answering extensions


	

	
	· Answering internal calls


	

	
	· Taking down contact numbers of incoming inquiries about the course


	

	
	· Taking down messages for internal calls
	

	
	· Relaying telephone messages to related staff
	

	2
	FACE TO FACE SCENARIO

	
	· Handling complaints


	

	
	· Assisting guests with appointment


	

	
	· Assisting guests without appointment


	

	
	· Greeting incoming students, staffs and guests


	

	
	· Informing arrival of guest to related staff
	

	
	· Guiding guests to the related departments
	

	3
	DEPARTMENTAL DUTIES

	
	· Usage of photocopy machine


	

	
	· Typing course information in Word format


	

	
	· Key-in potential students’ particulars in Excel format

	

	
	· Preparing flyers for Marketing purpose


	

	
	· Assisting Course Consultants in completing tasks


	

	
	· Assisting Marketing Administrator in completing tasks
	


Workshop 7: Correct message -taking techniques

Study the telephone transcript below. Then write on form b the message you think the secretary should have written. Circle the parts of the message that were missing on this page.

Secretary    
Wirlsen Mining

Caller          
What?

Secretary   
Worlds End Mining Company

Caller          
Yes I want to speak to Mr. Lim.

Secretary 
Which one?

Caller          
What do you mean which one ? 

Secretary 
We've got three Mr. Lim’s.

Caller          
Oh, I see. I think his full name is Lim Bok Kee. 

Secretary
Lim Bok Kee's gone out.

Caller           
Do you know when he'll be back?

Secretary 
Don't know lah!

Caller           
May  I leave a message?

Secretary   
Sure.

Caller           
Tell him to call Charles Hall of allied enterprises when he gets in.

Secretary   
What number is that?

Caller           
Oh sorry - 2914333

Secretary   
No problem. I'11 get him to call you.

Workshop 7 - form b

On this sheet, rewrite the conversation between the secretary of World's End Mining and Mr. Charles Hall. Don't forget the essentials that should be included.

Make sure that both the “secretary” and “Mr. Charles Hall” have an identical “script” of the Revised conversation.

Secretary    
Wirlsen Mining

Caller          
What?

Secretary   
___________________________________________________________________________

Caller          
Yes I want to speak to Mr. Lim.

Secretary 
___________________________________________________________________________

Caller          
Oh, I see. I think his full name is Lim Bok Kee. 

Secretary
___________________________________________________________________________

Caller           
Do you know when he'll be back?

Secretary 
___________________________________________________________________________

Caller           
May  I leave a message?

Secretary   
___________________________________________________________________________

Caller           
Tell him to call Charles Hall of allied enterprises when he gets in.

Secretary   
___________________________________________________________________________

Caller           
Oh sorry - 2914333

Secretary   
___________________________________________________________________________
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SESSION 8: EXPERIENCE SCORE CARD
	MODULE
	EXPERIENCES
	NO. OF INCIDENTS EXPERIENCED

	1
	TELEPHONE

	
	· Answering external calls


	

	
	· Transferring external calls


	

	
	· Transferred call recipient is engaged


	

	
	· Intended call recipient is unavailable


	

	
	· Answering extensions


	

	
	· Answering internal calls


	

	
	· Taking down contact numbers of incoming inquiries about the course


	

	
	· Taking down messages for internal calls
	

	
	· Relaying telephone messages to related staff
	

	2
	FACE TO FACE SCENARIO

	
	· Handling complaints


	

	
	· Assisting guests with appointment


	

	
	· Assisting guests without appointment


	

	
	· Greeting incoming students, staffs and guests


	

	
	· Informing arrival of guest to related staff
	

	
	· Guiding guests to the related departments
	

	3
	DEPARTMENTAL DUTIES

	
	· Usage of photocopy machine


	

	
	· Typing course information in Word format


	

	
	· Key-in potential students’ particulars in Excel format
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	· Assisting Marketing Administrator in completing tasks
	


Workshop 8: Taking messages

Secretary    
Fulo Car Accessories. Good morning. Can I help you?

Mr. Tang      
Good morning. My name is Richard Tang of Hudson Cars of Manchester, England. I'd like to 
speak to Mr. Kumar please.

Secretary    
I'm afraid Mr. Kumar is out on business at the moment, and there. I is no one else in the 

office. Would you like him to ring you back?

Mr. Tang      
No thank you. I'm not sure where I'11 be. Do you know when he'll be back?

Secretary 
No, I'm sorry Mr. Kumar didn't say when he would be back.  Would you like to 


leave a message?

 Mr. Tang     
Yes, I think that would be the best idea.

Secretary   
Just a moment please. I’ll get my message pad. Right. Go ahead please.

Mr. Tang     
Tell him Richard Tang called and I'd like to talk to him about the sale of leather seat belts to Hudsons. I am their sales representative for Southeast Asia. I'm afraid he can't contact me by phone as I'm not going to be around but I'd like to arrange a meeting with him urgently. The most convenient time would be 3.30 tomorrow afternoon. Could you please ask Mr. Kumar to be free around 9.30 tomorrow morning as I'11 phone then and confirm the time and place . Have you got all that?

Secretary
























 Complete the remainder of the telephone conversation.
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