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What...

Telephone etiquette, one of the positive communication standards, is the way you use
manners and great communication skills to positively represent yourself and our
organization to others with each and every phone call.

Each caller has a purpose or intent for what they hope the call will achieve.
A phone call is the method of choice when a person has an urgent or very
important need for answers, support, or to relay information. A telephone
call may be the first, and maybe the only, touchpoint that some people
have with our organization. Every phone conversation provides an important
opportunity for a great conversation ... and even great customer service.

Why...

How...

It is recommended that each healthcare organization create and adopt telephone
etiquette standards. The standards you develop should be an “all phone rings are
created equal” sort of program. In most multi-line telephone systems in businesses,
there is a difference in rings between an internal and external customer or the ability
to identify the caller. Even so, employees should never assume who is on the other
end of the line however. Great telephone etiquette is desirable for internal
“customers” as well.

As with all of the positive communication standards, employees should incorporate
their own personal strengths into them. Some employees may already be champions
of amazing telephone etiquette. Encourage, and recognize, their greatness and
encourage them to teach and role model this to others.
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Adopting telephone etiquette standards is not an attempt to create robots, but rather
to have employees take a look at how they can improve their skills in making and
receiving telephone calls.

The information provided below may assist your organization in developing, or
revising, telephone etiquette standards and training programs.

Whether you are placing a call or receiving one, proper telephone etiquette involves:
P OPENING the call well
P LISTENING carefully
» UNCOVERING OR COMMUNICATING THE PURPOSE OF THE CALL
» WORD CHOICES and TONE OF VOICE that are pleasant and professional

» ENDING the call well

Ten Telephone Tips

Smile and give your full attention while talking on the phone

Identify yourself, department, organization

Know how to use the phone technology

Repeat back critical information

Speak slowly and clearly without interrupting, shouting, or whispering
Answer promptly (3 rings or less)

Protect the patient’s right to confidentiality and privacy

When transferring a call, relay as much information as possible to the
next person (if telephone system allows for this) so that the caller
doesn’t have to repeat themselves

Minimize using hold or call transfers, and ask permission before doing
SO

Confirm that the purpose of the call was met.
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Telephone etiquette is one of the positive communication standards (see image), yet
phone conversations may provide opportunities to utilize your SERVICE RECOVERY,
MANAGING UP, NARRATING, TEACH BACK, HANDOFF, ATTITUDE OF GRATITUDE and
LISTENING skills.

As well, BLAME and BANNED WORDS & PHRASES should be avoided during all
conversations, include telephone conversations.

Positive Communication Standards
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Additional Helpful Telephone Etiquette Resources:

https://www.ambscallcenter.com/blog/phone-etiquette-tips

https://www.channels.app/blog/phone-etiquette

https://blog.hubspot.com/service/phone-etiquette
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