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PROFESSIONAL TELEPHONE CALL HANDLING TRAINING IN THE

PHILIPPINES

ANSWER WITH CONFIDENCE. HANDLE WITH CARE. END WITH CLARITY.
Practical Telephone Etiquette and Professional Call Handling Skills for Answering Calls,
Creating Positive First Impressions, Voice and Verbal Communication, Active Listening,
Call Control, Hold and Transfer Procedures, Message Taking, Inquiry Handling, Difficult

Callers, Complaint Management, Call Documentation, and Professional Call Closure
Training Provider: Making Strong Success (MSS) Corporation
Program Category: Customer Service, Customer Experience, Business Communication, and Frontline Professional
Development
Program Duration: One Day (8:00 AM-5:00 PM)
Delivery Options: Face-to-Face In-House Training, Onsite Training, Offsite Training, Live Online Training, Hybrid Training, and
Public Seminars
Training Methodology: MSS EnterTRAINment® — Approximately 30% Facilitator Input and 70% Participant Involvement,
Practical Exercises, Call Simulations, and Workplace Application

1. TRAINING OVERVIE

A telephone call may last only a few minutes, but the caller's experience can influence how they perceive an entire
organization.

A prospective customer calls to inquire about a product.

A supplier calls to follow up on a payment.

A patient calls a clinic to confirm an appointment.

A customer calls to report a concern.

A business partner calls to speak with a manager.

An applicant calls to ask about a recruitment requirement.

In each situation, the person answering the telephone represents more than themselves.
They represent the organization.

Unfortunately, not everyone assigned to answer calls has received formal training in professional telephone call handling.
Some employees answer without identifying themselves or their company.

Others sound uninterested, impatient, overly casual, or unprepared.

Some place callers on hold without asking permission or explaining why.
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Others transfer calls without checking whether the receiving person is available.
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Some repeatedly transfer callers from one department to another.
Others fail to obtain accurate caller information or record important messages.

And when faced with an angry or demanding caller, some employees become defensive, make promises they cannot fulfill, or
end the conversation without a clear resolution or next step.

These situations create more than inconvenient telephone conversations.

They can lead to:
e Missed business opportunities.
e  Customer frustration.
e Unnecessary repeat calls.
e Incomplete or inaccurate information.
o Delayed responses.
e Poor internal coordination.
e Missed appointments or commitments.
e Damage to customer trust.
o Negative perceptions of the organization.
e Additional workload for other departments.

Professional telephone call handling is not simply about knowing how to answer a ringing phone. It is about managing the
caller's experience from the first greeting to the final commitment.

From Simply Answering Calls to Professionally Managing Every Conversation

ANSWER WITH CONFIDENCE. HANDLE WITH CARE. END WITH CLARITY. is MSS Corporation's practical and customizable
Professional Telephone Call Handling Training in the Philippines, designed to strengthen the telephone communication,
etiquette, customer service, and call management competencies of employees who regularly receive, initiate, route, or
respond to telephone calls.

The program equips participants with the knowledge, skills, and professional behaviors required to:
e Prepare for incoming and outgoing calls.
e Answer calls promptly and professionally.
e Deliver clear and appropriate telephone greetings.
e Use a pleasant, confident, and professional voice.
o Establish rapport without relying on visual communication.
e Listen actively and understand caller concerns.
e Ask relevant questions to obtain necessary information.
o Verify information appropriately.
e Provide accurate responses within their authority.
e Place callers on hold professionally.
e Transfer calls to the correct person or department.
e Take complete and accurate telephone messages.
e Manage multiple calls and competing priorities.
e Handle difficult, confused, impatient, or upset callers.
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e Recognize when a concern requires escalation.

e Protect confidential and personal information.

e Confirm actions, responsibilities, and next steps.
e Close calls courteously and clearly.

e Document and follow through on commitments.

Unlike general workplace communication training, which addresses different business communication situations, Professional
Telephone Call Handling Training concentrates on communication and service delivery when the telephone is the primary
point of contact.

Unlike specialized Call Center Customer Service Training, which may include extensive contact-center operations, advanced
service recovery, queue management, and agent productivity, this program is especially appropriate for receptionists, front
desk employees, administrative personnel, secretaries, office assistants, branch employees, customer service personnel, and
other employees who handle telephone calls as part of their broader responsibilities.

The program introduces the MSS P.H.O.N.E.™ Professional Call Handling Framework, a five-stage model for consistent
telephone service:

e P — Prepare and Project Professionalism

e H — Hear, Understand, and Clarify Caller Needs

e O — Organize Information and Own the Next Action

¢ N — Navigate Holds, Transfers, Difficult Calls, and Escalations

e E — End With Clarity, Etiquette, and Effective Follow-Through

The MSS P.H.O.N.E.™ Call Handling Process:
PREPARE — HEAR — ORGANIZE — NAVIGATE — END

This framework helps participants understand that a successful telephone conversation requires more than a polite greeting.
It also requires accuracy, accountability, appropriate call control, effective coordination, and clear communication of what
happens next.

The course responds to the needs of organizations searching for:
e Professional Telephone Call Handling Training in the Philippines.
e Training on Professional Telephone Call Handling in the Philippines.
e Call Handling Training in the Philippines.
e Training on Call Handling in the Philippines.
e Telephone Call Handling Training in the Philippines.
e Training on Telephone Call Handling in the Philippines.
e Telephone Handling Training in the Philippines.
e Training on Telephone Handling in the Philippines.
o Telephone Etiquette Training in the Philippines.
o Professional Telephone Skills Training in the Philippines.
o Telephone Communication Skills Training in the Philippines.
¢ Professional Phone Handling Training in the Philippines.
e Phone Etiquette Training in the Philippines.
o Telephone Customer Service Training in the Philippines.
e Telephone Skills Workshop in the Philippines.
o Telephone Receptionist Training in the Philippines.
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o Front Desk Telephone Handling Training in the Philippines.
o Business Telephone Etiquette Training in the Philippines.

The training is suitable for both customized in-house corporate engagements and public seminars.

For in-house training, participants may practice using their organization's actual telephone greeting standards, inquiry
categories, call routing procedures, department directories, service policies, message forms, escalation processes, and
realistic caller situations.

For public seminars, participants practice widely applicable telephone etiquette and call handling standards using scenarios
relevant to offices, clinics, hotels, schools, branches, service organizations, and other professional settings.

Following MSS Corporation's EnterTRAINment® methodology, approximately 30% of the program consists of concise
facilitator input, demonstrations, guided discussions, and synthesis, while approximately 70% involves voice and telephone
etiquette drills, live call simulations, listening exercises, information gathering, message-taking challenges, hold and transfer
practice, difficult-caller role-plays, call escalation scenarios, and workplace application.

The goal is to develop employees who do not merely answer telephone calls, but consistently provide professional, accurate,
helpful, and accountable telephone service.

2. TRAINING GOAL

To equip participants with the essential telephone etiquette, verbal communication, active listening, information-gathering, call
control, customer handling, problem-solving, call routing, documentation, and follow-through competencies necessary to
manage incoming and outgoing telephone calls professionally, accurately, courteously, efficiently, and consistently.

3. TRAINING OBJECTIVES
By the end of the program, participants should be able to:
1. Explain the importance of professional telephone call handling to customer satisfaction, organizational reputation,
operational efficiency, and business relationships.
2. Differentiate professional telephone call handling from casual telephone conversations and general customer service.
3. Recognize the telephone as an important customer and stakeholder touchpoint.
4. ldentify common telephone handling mistakes and their consequences.
5. Apply the MSS P.H.O.N.E.™ Professional Call Handling Framework.
6. Demonstrate appropriate preparation before receiving or initiating calls.
7. Explain the importance of telephone availability, readiness, and prompt answering.
8. Deliver a professional telephone greeting that identifies the organization and, where appropriate, the employee.
9. Demonstrate clear voice projection, appropriate pace, tone, volume, and articulation.
10. Use professional, respectful, positive, and customer-friendly language.
11. Avoid confusing, overly casual, insensitive, or inappropriate telephone expressions.
12. Establish rapport and credibility through voice and verbal communication.
13. Demonstrate active listening without unnecessary interruption.
14. Ask effective probing, clarifying, and confirming questions.
15. Identify the caller's purpose, concerns, requirements, and requested assistance.
16. Verify caller identity and information when appropriate and authorized.
17. Provide accurate, relevant information within the employee's scope of responsibility.
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18. Demonstrate appropriate call control without sounding impatient, dismissive, or aggressive.

19. Manage lengthy, repetitive, unclear, or off-topic telephone conversations professionally.

20. Explain appropriate procedures for placing a caller on hold.

21. Ask permission, explain the reason for a hold, and provide updates according to company standards.

22. Apply proper procedures for transferring calls to another employee or department.

23. Differentiate warm transfers, direct transfers, callbacks, and escalation referrals.

24. Prevent unnecessary repeat explanations and avoidable caller transfers.

25. Gather complete and accurate information when taking telephone messages.

26. Record the caller's name, organization, contact details, concern, message, urgency, and required follow-up when
relevant and appropriate.

27. Handle multiple incoming calls and competing responsibilities according to operational priorities.

28. Recognize common causes of caller dissatisfaction and frustration.

29. Demonstrate empathy and emotional composure when handling difficult or upset callers.

30. Apply constructive language when communicating service limitations, delays, or unavailable personnel.

31. Respond appropriately to basic complaints, misunderstandings, and service concerns.

32. Recognize when a caller's concern requires referral or escalation.

33. Avoid unauthorized promises and unsupported commitments.

34. Observe applicable confidentiality, privacy, information security, and call-recording requirements.

35. Communicate accurately during outbound calls and callbacks.

36. Summarize agreed information, actions, responsibilities, and timelines.

37. Close telephone conversations courteously and professionally.

38. Maintain accurate call records and follow through on assigned responsibilities.

39. Recognize relevant telephone service quality indicators.

40. Demonstrate an end-to-end professional telephone call handling simulation.

41. |dentify personal telephone communication strengths and areas for improvement.

42. Develop an individual Professional Telephone Call Handling Improvement and Workplace Application Plan.

4. LEARNING DOMAINS ADDRESSED

Telephone etiquette, call handling procedures, professional greetings, listening, questioning, call
control, hold and transfer protocols, message taking, complaint handling, escalation,
confidentiality, and service quality

Cognitive — Telephone
Handling Knowledge

Affective — Professional ||Courtesy, empathy, patience, accountability, responsiveness, respect, service orientation,
Service Mindset emotional composure, attention to detail, and willingness to assist

Answering calls, using professional voice and language, listening, probing, clarifying, recording
information, managing holds and transfers, handling difficult callers, confirming next steps, and
closing calls

Behavioral — Practical
Telephone Handling Skills

5. FROM POINT A TO POINT B: DESIRED TRAINING TRANSFORMATION

Point A: Before the Training
Participants may:
e Answer telephone calls inconsistently.
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¢ Fail to identify themselves or the organization.

e Use unprofessional or overly casual greetings.

e Speak too quickly, too softly, or unclearly.

e Sound bored, distracted, impatient, or uninterested.

e Answer calls while unprepared to gather information.

o Interrupt callers before they finish explaining.

e Make assumptions about the caller's concern.

e Ask unnecessary or repetitive questions.

e Provide inaccurate or incomplete information.

e Place callers on hold without permission.

e Leave callers on hold without updates.

e Transfer calls without identifying the appropriate recipient.

e Disconnect callers during transfers.

e Make callers repeat the same information to several employees.
e Record incomplete or inaccurate messages.

o Fail to prioritize urgent or time-sensitive matters appropriately.
e Become defensive when callers complain.

e Make promises without confirming their authority or feasibility.
¢ Reveal information without adequate verification.

e End calls without confirming the next action.

o Forget to complete promised callbacks.

e Treat telephone handling as a minor or secondary responsibility.

Point B: After the Training
Participants should be better able to:
e Prepare appropriately before handling calls.
e Deliver consistent and professional telephone greetings.
e Communicate with clarity, warmth, and confidence.
o Establish a favorable first impression.
e Listen attentively and gather accurate information.
o Identify the caller's purpose and required assistance.
e Communicate relevant information clearly.
e Guide conversations with appropriate structure and courtesy.
e Use professional hold and transfer procedures.
e Reduce unnecessary call transfers.
e Take complete and usable telephone messages.
e Respond to difficult callers with professionalism and empathy.
e Recognize when concerns require escalation.
e Protect caller information and observe relevant privacy protocols.
e Confirm actions, responsibilities, and timelines.
¢ Close calls courteously and professionally.
e Complete required callbacks and documentation.
e Contribute to a more consistent telephone service experience.
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6. ORGANIZATIONAL CHALLENGES ADDRESSED
This program may help organizations address:
e Unprofessional telephone greetings.
e Inconsistent telephone etiquette.
e Poor first impressions during customer inquiries.
e Missed or mishandled calls.
e Inaccurate information provided over the telephone.
o Weak listening and questioning techniques.
e Poor voice clarity and verbal communication.
e Callers being placed on hold without explanation.
e Unnecessary or incorrect call transfers.
o Frequent caller complaints about being passed between departments.
e Incomplete telephone messages.
o Failure to return calls.
e Slow coordination between departments.
e Unclear ownership of customer inquiries.
e Poor handling of difficult or angry callers.
¢ Inconsistent complaint escalation.
e Repeated calls caused by inadequate follow-through.
e Missed appointments, reservations, or business opportunities.
e Confidentiality and information-handling risks.
e Lack of telephone call quality standards.
e Employees receiving telephone calls without formal preparation.

7. EXPECTED BUSINESS AND PEOPLE IMPACT

|More professional first impressions HGreater confidence in answering and managing calls |
|More consistent telephone service quality HStronger understanding of professional telephone etiquette ‘
|More accurate inquiries and message handling Hlmproved active listening, probing, and documentation ’
|Fewer avoidable incorrect transfers HBetter call routing and internal coordination ’
|Clearer handling of customer concerns Hlmproved empathy, patience, and emotional composure ‘
|Better communication of actions and timelines HStronger ownership and follow-through ’
|Potential reduction in avoidable repeat calls Hlncreased accountability for commitments ’
|Better customer and stakeholder experience HStronger professional voice and verbal communication skills ’
|More consistent compliance with approved proceduresHGreater awareness of privacy, confidentiality, and service standards’

These outcomes depend on workplace application, service policies, supervisory reinforcement, staffing, systems, and actual
operational conditions. They are not guaranteed numerical improvements.
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8. THE MSS P.H.O.N.E.™ PROFESSIONAL CALL HANDLING FRAMEWOR

The MSS P.H.O.N.E.™ Professional Call Handling Framework provides participants with a structured, practical, and
repeatable approach to managing telephone conversations from initial preparation through professional closure and follow-
through.

It consists of five essential call handling disciplines that can be applied across different industries, departments, and telephone
communication situations.

Framework Overview

Professional Call Handling Competency Practical Application
Be ready to handle calls, use an appropriate greeting, establish
P Prepare and Project Professionalism a positive first impression, and communicate with a clear,
confident, courteous voice.
H Hear, Understand, and Clarify Caller Needs Llsten. actlvely,. |d§nt|fy thg purpose of t.he call, ask relc?vant
questions, clarify information, and confirm understanding.
Provide accurate assistance, take complete messages,
(0] Organize Information and Own the Next Action document information appropriately, and establish
responsibility for the next step.
Navigate Holds, Transfers, Difficult Calls, and Manage call flow, place <.:a.llers qn hgld appropriately, transfer
N . accurately, respond to difficult situations, and escalate
Escalations
concerns when necessary.
End With Clarity, Etiquette, and Effective Follow- Summarize agreements, confirm a<.:t|ons and t|.meI|nes, close
E courteously, complete documentation, and fulfill follow-up
Through .
commitments.

The MSS P.H.O.N.E.™ Call Handling Process:
PREPARE — HEAR — ORGANIZE — NAVIGATE — END

P — Prepare and Project Professionalism
Professional telephone call handling begins before the telephone rings.

Participants learn to prepare their working environment, required information, communication tools, and personal service
mindset.

Essential considerations include:

Telephone equipment readiness.

Access to relevant contact information.
Department and employee directories.
Approved company greeting.

Availability of message-taking tools.
Familiarity with common inquiry categories.

Knowledge of operating hours and service procedures.
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e Professional voice and verbal communication.
o Appropriate answering time standards.
e Positive first impressions.

Professional Telephone Greetings
A useful standard greeting contains:
Greeting + Organization + Employee Identification, When Appropriate + Offer of Assistance

Example:
"Good morning. Thank you for calling ABC Corporation. This is Anne speaking. How may | help you?"

The precise wording may be adjusted to company policy, industry, and operational requirements.

Professional Voice and Verbal Communication
Participants develop awareness of:

e Voice clarity.

e Pronunciation and articulation.

e Appropriate volume.

e Speaking pace.

e Tone and warmth.

e Appropriate pauses.

e Clear sentence construction.

e Professional vocabulary.

¢ Respectful expressions.

e Avoiding distracting background noise.

A professional telephone voice should sound courteous, confident, attentive, and genuinely willing to help.
Core Principle: Every call deserves a professional beginning.

H — Hear, Understand, and Clarify Caller Needs
Telephone communication relies heavily on listening and verbal clarification.

Unlike face-to-face interactions, employees cannot rely on visual information to understand the caller's message.

Participants learn:
e Active listening.
e Allowing callers to explain their concerns.
e Avoiding premature interruptions.
e |dentifying the purpose of the call.
e Asking appropriate questions.
o Clarifying incomplete information.
e Recognizing potential misunderstandings.
e Paraphrasing and summarizing.
e Confirming important facts.
e Recognizing when the caller may require additional assistance.
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The Telephone Listening Sequence
LISTEN — IDENTIFY — CLARIFY — CONFIRM

Example:
Caller:
"l need to follow up on the documents | submitted last week."

Employee:
"Certainly. May | ask which documents you submitted and the department they were sent to, so | can identify the appropriate
person to assist you?"

The employee then verifies the necessary information using approved procedures.
Core Principle: Understand the caller's concern before deciding how to respond.

O — Organize Information and Own the Next Action
Professional call handling requires accurate information management and accountability.

Participants learn:
e Organizing caller information.
e |dentifying which details are necessary.
e Providing accurate answers within authorized responsibilities.
e Recognizing when information must be verified.
e Taking complete telephone messages.
e Recording callback requirements.
e Determining which department should handle the concern.
e Establishing responsibility for follow-up.
¢ Avoiding unsupported promises.
e Maintaining accurate documentation.
e Protecting personal and confidential information.

Professional Telephone Message Taking
Depending on the situation, the employee may need to obtain:
¢ Date and time of call.
e Caller's name.
e Company or organization represented.
e Appropriate contact details.
¢ Intended recipient or department.
e Purpose of the call.
e Important message details.
e Urgency or deadline.
o Requested action.
e Person responsible for follow-up.

Information should be limited to what is necessary and appropriate for the purpose.
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The Ownership Principle
Employees may not be authorized or equipped to resolve every concern personally.

However, they should be able to explain what they can do next.

Ownership means:
Accept Responsibility for the Appropriate Next Action, Not Promise an Outcome Beyond One's Authority.

Core Principle: A professionally handled call produces accurate information and a clearly owned next action.

N — Navigate Holds, Transfers, Difficult Calls, and Escalations
Many telephone service failures occur during call transitions and challenging situations.

Participants learn how to maintain professionalism when:
e The caller must be placed on hold.
e The requested employee is unavailable.
e The call must be transferred.
e Several callers require attention.
e The caller cannot clearly explain the concern.
o The caller is upset or impatient.
e Information is incomplete.
e The inquiry is outside the employee's authority.
e The issue needs specialized assistance.
e The concern requires escalation.

Proper Hold Procedure
A useful general sequence is:
Explain — Ask Permission — Place on Hold — Provide Updates — Thank the Caller

Example:
"May | place you on hold briefly while | check the availability of the person handling your concern?"

After returning:
"Thank you for waiting. I've checked, and the appropriate person is currently assisting another customer."

Employees should follow their company's approved hold-time, update, and callback standards rather than assume that a
single time limit applies to all organizations.

Proper Call Transfer Procedure
A useful transfer sequence is:
Identify the Correct Recipient — Explain — Obtain Agreement — Connect — Confirm Handover

Where possible, a warm transfer allows the receiving employee to understand the caller's concern without requiring the caller
to repeat the entire explanation.
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Handling Difficult Callers
The participant learns to:
e Maintain emotional composure.
o Allow the caller to explain the concern.
o Acknowledge frustration without prematurely admitting unverified facts.
e Clarify the issue.
e Explain available assistance.
e Set realistic expectations.
o Escalate when necessary.
e Maintain respectful boundaries.

Core Principle: Difficult calls require more structure, not less professionalism.

E — End With Clarity, Etiquette, and Effective Follow-Through
Professional call handling should end with the caller understanding what has happened and what comes next.

Participants learn:
e Summarizing the concern.
e Confirming information provided.
o Clarifying outstanding questions.
e Communicating the agreed action.
¢ Identifying the responsible person or department.
e Confirming applicable timelines.
e Thanking the caller appropriately.
e Closing courteously.
e Completing records.
e Delivering promised callbacks.
e Following up on unresolved requests.

Professional Telephone Closure
A useful closing sequence is:
Summarize — Confirm — Explain Next Steps — Offer Final Assistance — Thank and Close

Example:

"To confirm, your inquiry has been forwarded to our Accounts Department. The assigned representative will provide an
update by tomorrow afternoon, based on our agreed process. Is there anything else | can assist you with? Thank you for
calling ABC Corporation. Have a good day."

Employees should communicate only timelines and commitments that have been authorized or reasonably confirmed.

Core Principle: A call is not fully handled until the caller understands the next step and the employee completes the
necessary follow-through.
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9. DETAILED ONE-DAY PROFESSIONAL TELEPHONE CALL HANDLING TRAINING OUTLINE|

Program Title: ANSWER WITH CONFIDENCE. HANDLE WITH CARE. END WITH CLARITY.
Training Duration: One Day (8:00 AM-5:00 PM)
Training Methodology: MSS EnterTRAINment® — Approximately 30% Facilitator Input and 70% Participant Application

Time e e e ST e Previewed Activities and Expected
Outputs

MODULE 1: ANSWER WITH CONFIDENCE — ACthlty 1: The Telephone Service Reallty
PROFESSIONAL TELEPHONE ETIQUETTE, CALL | Check

READINESS, VOICE, VERBAL COMMUNICATION, |[Participants evaluate examples of
AND FIRST IMPRESSIONS professional and unprofessional telephone
interactions.

1. The Importance of Professional Telephone Call

Handlin
. ql'elephone Calls as Customer and Using a call handling checklist, they identify
Stakeholder Touchpoints inappropriate greetings, weak voice delivery,

confusing language, poor listening, and other

¢ The Employee as a Representative of the i ‘ |
behaviors affecting the caller experience.

Organization

e The Impact of Telephone Service on Trust
and Reputation

e Common Telephone Call Handling Mistakes

e Introduction to the MSS P.H.O.N.E. ™
Professional Call Handling Framework

2. P — Prepare and Project Professionalism
e Preparing the Telephone Workstation
e Checking Telephone and Communication

Participants then assess their own telephone
handling habits and identify improvement
priorities.

Activity 2: The First 20 Seconds Challenge
Participants practice answering simulated
inbound calls using a professional greeting
and appropriate offer of assistance.

8:00 AM-10:00 AM Equipment

* Keeplng Essential Reference Information They also practice introducing themselves
Accessible during outbound calls

e Managing Distractions and Background 9 '
Noise . . Facilitator and peer feedback focuses on

¢ Understanding Approved Answering . . i

voice clarity, tone, pace, confidence,

Standards

o ification.
e Preparing for Incoming and Outgoing Calls courtesy, and appropriate identification

3. Professional Telephone Greetings and Opening
Etiquette

e Responding Promptly to Incoming Calls

e Identifying the Organization and Employee

e Using Appropriate Greetings

e Offering Assistance Professionally

e Establishing Positive First Impressions

e Avoiding Overly Casual or Unclear Greetings
4. Professional Voice and Verbal Communication

¢ Voice Tone and Warmth

e Speaking Pace and Volume

Activity 3: The Voice and Language
Makeover

Participants receive examples of
unprofessional telephone expressions and
rewrite them using clearer, more respectful,
customer-friendly language.

They practice delivering the improved
messages aloud while adjusting tone, volume,
emphasis, and pace.
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e Pronunciation and Articulation Expected Outputs:
e Professional Word Choice e Telephone Call Handling Self-
e Positive and Respectful Language Assessment
e Clear and Concise Sentence Construction e Professional Telephone Greeting and
e Managing Unhelpful Verbal Habits Opening Guide
5. Basic Telephone Interaction Protocols e Professional Voice and Positive
e Handling Calls Intended for Another Language Checklist
Employee
¢ Responding When the Intended Recipient Is
Unavailable

e Basic Outbound Call Introductions
e Maintaining Courtesy During Busy Periods
e Ending Brief Routine Calls Properly

10:00 AM-10:15 AM _ | MORNING BREAK
MODULE 2: UNDERSTAND AND TAKE Activity 4: Hear It Right — The Telephone
QUESTIONING, INFORMATION GATHERING, Participants listen to simulated customer calls
MESSAGE TAKING, AND CALL CONTROL containing relevant and distracting

1. H — Hear, Understand, and Clarify Caller Needs ||information.
e Understanding the Purpose of the Call

e Active Listening Without Visual Cues They identify the caller's purpose, necessary
e Avoiding Interruptions and Premature details, unresolved questions, and required
Assumptions next action.

e Recognizing Important Caller Information
e Clarifying Incomplete or Confusing Messages||Participants practice clarifying information

e Confirming Mutual Understanding without unnecessarily asking the caller to
2. Effective Telephone Questioning Techniques repeat the entire concern.
e Open-Ended Questions
o Closed-Ended Questions Activity 5: The Message Accuracy
. . e Probing and Clarifying Questions Challenge
10:15 AM-12:00 NN ¢ Confirming Names and Important Details Participants receive simulated calls requiring
e Obtaining Necessary Information Without them to record messages for unavailable
Excessive Questioning employees or departments.
e Recognizing When Identity Verification Is
Required Working individually and in pairs, they
3. O — Organize Information and Own the Next complete telephone message forms, confirm
Action critical information, and determine the
e Organizing Caller Information appropriate recipient and follow-up

Identifying the Correct Response or Referral |[requirements.
Providing Accurate Information

e Recognizing the Limits of One's Authority The facilitator evaluates completeness,
e Communicating Next Actions Clearly accuracy, clarity, and appropriate information
e Taking Appropriate Ownership of Caller handling.
Requests
4. Accurate Te|ephone Message Tak|ng ACtIVIty 6: Call Control Without Sounding

e Capturing Caller Identification Details Rude
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¢ Identifying the Intended Recipient

e Recording the Purpose of the Call

¢ Identifying Important Deadlines and Callback
Requirements

e Confirming Names, Numbers, and Critical
Information

e Recording and Routing Telephone Messages

5. Maintaining Appropriate Call Control
e Guiding the Conversation Professionally
e Managing Lengthy or Repetitive
Conversations
e Using Transition Statements
o Keeping the Discussion Relevant
e Balancing Courtesy and Efficiency
e Avoiding Abrupt or Dismissive Responses

Participants practice managing callers who
speak at length, provide incomplete
information, change topics repeatedly, or
require guidance to the correct person.

They use polite transitions, focused
questions, summarization, and clear
explanations to maintain an organized
conversation.

Expected Outputs:
e Telephone Listening and Clarification

12:00 NN-1:00 PM

|

LUNCH BR

Checklist
e Standard Telephone Message-Taking
Template
e Caller Information and Call
Ownership Guide
EAK

1:00 PM-3:00 PM

MODULE 3: HANDLE WITH CARE — HOLD
PROCEDURES, CALL TRANSFERS, MULTIPLE
CALLS, DIFFICULT CALLERS, COMPLAINTS, AND
ESCALATION
1. N — Navigate Holds, Transfers, Difficult Calls, and
Escalations
e Identifying Common Call Handling
Complications
e Maintaining Professionalism Under Pressure
e Using Structured Call Management
Procedures
e Managing Caller Expectations
e Taking Ownership Within Authorized
Responsibilities
2. Professional Call Hold Procedures
e Explaining the Need to Place a Caller on Hold
e Asking Permission Before Placing the Call on
Hold
e Managing Hold Duration According to
Company Standards
e Providing Appropriate Updates
e Offering Callbacks When Necessary
e Thanking Callers for Waiting
3. Proper Call Transfer and Routing Procedures
¢ Identifying the Appropriate Department or
Recipient
e Explaining the Transfer to the Caller
e Understanding Warm and Direct Transfers

Activity 7: Hold, Transfer, and Callback
Simulation

Participants handle simulated calls requiring
them to check employee availability, place
callers on hold, identify the correct
department, perform a warm transfer, or
arrange an appropriate callback.

Role-plays include situations where the
intended employee is unavailable and where
the caller has previously been transferred
incorrectly.

Participants are assessed on courtesy,
explanation, accuracy, and next-step clarity.

Activity 8: The Difficult Caller Challenge
Participants work in caller—-employee—
observer groups.

Each group receives a realistic situation
involving an upset, impatient, confused, or
demanding caller.

Participants practice emotional composure,
active listening, empathy, clarification,
appropriate boundaries, service limitations,
and referral or escalation.
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e Communicating Relevant Information to the |Observers assess whether the employee
Receiving Employee handles the interaction professionally without
e Managing Unavailable Recipients making unauthorized promises.
e Preventing Avoidable Repeat Transfers
4. Handling Multiple Calls and Competing Priorities ||[Expected Outputs:

e Understanding Call Prioritization e Professional Hold and Call Transfer
¢ Managing Calls While Performing Other Procedure Guide

Responsibilities ¢ Difficult Caller Handling and
e Handling Calls During Peak Periods Escalation Playbook
e Avoiding Unnecessary Delays e Call Routing and Callback Decision
e Coordinating With Other Employees Checklist

e Following Approved Callback Procedures
5. Handling Difficult, Impatient, and Upset Callers
¢ Recognizing Common Sources of Caller
Frustration
e Demonstrating Empathy and Composure
e Listening Without Becoming Defensive
e Clarifying the Actual Concern
e Explaining Service Limitations Honestly
e Managing Unreasonable Expectations
e Maintaining Professional and Respectful
Boundaries
6. Complaint Handling and Escalation Fundamentals
e Recognizing Complaints and Service Failures
e Communicating Constructive Responses
¢ Avoiding Blame and Unsupported Promises
e Identifying Escalation Triggers
e Referring Concerns to Authorized Personnel
e Communicating the Escalation Process

Clearly
¢ Recording and Following Up on Unresolved
Concerns
7. Confidentiality and Responsible Information
Handling

o Verifying Information Appropriately

e Avoiding Unauthorized Disclosure

e Recognizing Sensitive or Confidential Caller
Information

e Applying Approved Documentation
Procedures

e Observing Relevant Privacy and Call-
Recording Policies

3:00PM-3:15PM || AFTERNOON BREAK

MODULE 4: END WITH CLARITY —
3:15 PM-5:00 PM PROFESSIONAL CALL CLOSURE,
DOCUMENTATION, FOLLOW-THROUGH,

Activity 9: The Complete P.H.O.N.E.™ Call
Handling Simulation
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QUALITY STANDARDS, AND COMPLETE CALL
SIMULATIONS

1. E — End With Clarity, Etiquette, and Effective
Follow-Through

Summarizing the Caller Concern
Confirming Information Provided

Clarifying Agreed Actions

Communicating Responsibilities
Establishing Realistic Timelines

Checking for Additional Assistance Needed
Ending the Call Courteously

2. Professional Outbound Calls and Callbacks

Preparing the Purpose of the Outbound Call
Introducing the Organization and Employee
Confirming an Appropriate Time to Speak
Communicating Callback Information Clearly
Maintaining Professionalism When Leaving
Messages

Avoiding Unauthorized Disclosure Through
Voicemail

Confirming Callback Commitments

3. Accurate Call Documentation and Coordination

Recording Relevant Call Details

Identifying Unresolved Concerns
Documenting Commitments and Due Dates
Routing Messages to Responsible Employees
Updating Relevant Records

Maintaining Appropriate Confidentiality

4. Understanding Basic Telephone Service Quality
Standards

Professional Greetings

Voice and Verbal Communication
Listening and Questioning
Information Accuracy

Call Control

Hold and Transfer Compliance
Complaint Handling and Escalation
Professional Closure
Documentation and Follow-Through

5. Complete MSS P.H.O.N.E.™ Call Handling
Application

Preparing for the Call

Answering Professionally
Understanding the Caller
Organizing Information
Managing the Appropriate Action
Navigating Complications

Participants conduct end-to-end simulated
telephone interactions using realistic caller
scenarios.

Each participant practices opening the call,
listening, gathering information, taking
ownership, managing a complication,
communicating the appropriate next step,
and closing professionally.

Scenarios may involve routine inquiries, call
transfers, unavailable employees, callbacks,
complaints, or callers requiring additional
assistance.

Observers and the facilitator use a structured
call quality assessment checklist to provide
feedback.

Activity 10: My Next 30 Telephone Calls
Participants assess their performance and
identify recurring telephone handling habits
that require improvement.

Each participant creates a practical
workplace application plan specifying desired
behaviors, opportunities for practice, and
observable measures of improvement.

Expected Outputs:
e Professional Telephone Call Handling
Quality Scorecard
e Call Closure, Documentation, and
Follow-Through Checklist
e 30-Day Professional Call Handling
Improvement Plan
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e Confirming the Outcome
e Closing and Following Through
6. Developing Personal Telephone Handling

Effectiveness
e Identifying Telephone Communication
Strengths

e Recognizing Call Handling Errors

e Learning From Peer and Facilitator Feedback

e Establishing Professional Telephone Habits

e Preparing a 30-Day Workplace Application
Plan

5:00 PM

PROGRAM CLOSING

e Learning Synthesis
¢ Individual Application Commitments
e Training Evaluation

Recommended Next Steps

10. CORE PARTICIPANT OUTPUTS

The program is designed to produce practical tools that participants may apply when answering telephone calls, handling
inquiries, taking messages, transferring callers, managing concerns, and completing callbacks.

m Expected Participant Outputs Intended Workplace Application

Module 1: Answer
With Confidence

Telephone Call Handling Self-Assessment; Professional
Telephone Greeting and Opening Guide; Professional Voice
and Positive Language Checklist

Improve first impressions, telephone
etiquette, verbal clarity, and
professional greetings

Module 2:
Understand and
Take Ownership

Telephone Listening and Clarification Checklist; Standard
Telephone Message-Taking Template; Caller Information and
Call Ownership Guide

Improve caller understanding, message
accuracy, documentation, and
responsibility for next actions

Module 3: Handle
With Care

Professional Hold and Call Transfer Procedure Guide;
Difficult Caller Handling and Escalation Playbook; Call
Routing and Callback Decision Checklist

Handle transfers, holds, complications,
difficult callers, and escalations more
professionally

Module 4: End With
Clarity

Professional Telephone Call Handling Quality Scorecard; Call
Closure, Documentation, and Follow-Through Checklist; 30-
Day Professional Call Handling Improvement Plan

Strengthen professional call closure,
follow-up, quality monitoring, and
workplace application

11. SAMPLE TELEPHONE CALL HANDLING SCENARIOS AND ROLE-PLAY SITUATIONS

The program incorporates realistic situations that may occur in offices, clinics, schools, hotels, branches, customer service
departments, and other organizations.

Scenario 1: The Unprofessional Telephone Greeting

Situation:

A customer calls a company to inquire about its services.
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The employee answers:
"Hello? Sino 'to?"

Call Handling Challenge:
The employee must deliver a professional greeting that creates a positive first impression and clearly identifies the
organization.

Expected Participant Response:
e Answer using the approved company greeting.
¢ Identify the organization.
o |dentify themselves when appropriate.
e Use a courteous and professional voice.
o Offer assistance.
e Listen to the caller's response.

Sample Improved Greeting:
"Good morning. Thank you for calling ABC Corporation. This is Mark speaking. How may | assist you?"

Key Learning: The first few seconds of a telephone call establish expectations for the interaction.

Scenario 2: The Caller Looking for an Unavailable Employee
Caller Statement:
"Hello, pwede pong makausap si Ms. Reyes?"

Situation:
Ms. Reyes is attending a meeting and cannot immediately take the call.

Call Handling Challenge:
The employee must communicate the person's unavailability without sounding dismissive or providing unnecessary personal
information.

Expected Participant Response:
e Acknowledge the request.
o Verify the employee's availability.
o Explain that the requested person is unavailable.
o Offer an appropriate alternative.
o Ask whether the caller wishes to leave a message.
e Record the message accurately.
e Explain the expected next step without making unsupported promises.

Sample Response:
"Certainly. Ms. Reyes is unavailable at the moment. May | take your name and message, or would you prefer that | connect

you with another available representative who may be able to assist?"

Key Learning: An unavailable employee should not automatically result in an unhelpful conversation.
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Scenario 3: The Caller Placed on Hold Without Explanation
Situation:
A receptionist receives an inquiry but needs to verify information with another department.

The receptionist says:
"Wait lang."

The caller is placed on hold without an explanation.

Call Handling Challenge:
The employee must use the appropriate hold procedure.

Expected Participant Response:
e Explain why a hold is necessary.
e Ask permission.
e Provide an appropriate expectation.
e Return with an update when necessary.
e Thank the caller for waiting.
o Offer a callback if the required information is not immediately available.

Sample Improved Response:
"May | place you on hold briefly while | confirm the information with our Operations Department?"

Key Learning: Professional hold procedures demonstrate respect for the caller's time.

Scenario 4: The Caller Transferred to the Wrong Department
Caller Statement:
"Kanina pa po ako pinapasa-pasa. Pangatlong department na ito!"

Situation:
The caller has already been transferred several times.

Call Handling Challenge:
The employee must prevent further unnecessary transfers while managing the caller's frustration.

Expected Participant Response:
e Acknowledge the inconvenience.
e Listen to the concern.
o Clarify the actual assistance required.
o |dentify the appropriate department or authorized person.
o Verify the correct recipient before transferring.
e Explain what will happen next.
¢ Communicate relevant information to the receiving employee where permitted.

Sample Response:
"I'm sorry you've had to explain your concern several times. Let me confirm the details and identify the correct person so we
can avoid another unnecessary transfer."
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Key Learning: Proper call routing requires coordination and responsibility, not merely pressing the transfer button.

Scenario 5: The Caller Who Speaks Too Quickly
Situation:
A caller provides their name, contact number, reference details, and concern very quickly.

The employee fails to capture the information accurately.

Call Handling Challenge:
The employee must request clarification respectfully without making the caller feel inconvenienced.

Expected Participant Response:
e Listen attentively.
e Politely request repetition of essential details.
e Record only relevant information.
e Read back important information when appropriate.
e Confirm the message before ending.

Sample Response:
"Thank you. To make sure | record your contact information correctly, may | confirm the number you provided?"

Key Learning: Accuracy is more important than pretending to have understood information.

Scenario 6: The Angry Customer
Caller Statement:
"I've called your office three times already! Nobody is helping me!"

Call Handling Challenge:
The employee must manage the caller's frustration without arguing or becoming defensive.

Expected Participant Response:
e Remain calm.
e Avoid interrupting.
e Acknowledge the frustration.
e  Clarify the concern.
o Determine what assistance is possible.
e Explain the appropriate action or escalation.
e Provide realistic expectations.
e Confirm follow-through responsibilities.

Sample Response:
"l understand how frustrating it must be to call several times without receiving a clear update. May | confirm your concern so |

can check the appropriate next step?"

Key Learning: Empathy and structured assistance are essential during difficult calls.
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Scenario 7: The Caller Requesting Confidential Information
Situation:
A caller claims to be an employee's relative and requests confidential employee information.

Call Handling Challenge:
The employee must maintain courtesy without disclosing information that the caller is not authorized to receive.

Expected Participant Response:
e Remain polite.
¢ Do not disclose confidential information.
e Avoid assuming the caller is authorized based only on their claim.
e Follow the organization's identity-verification process where applicable.
o Refer the request to the authorized department.
o Explain the limitation without revealing protected details.

Sample Response:
"l understand your request. However, we can only release that information through our authorized verification and disclosure
process. May | direct you to the appropriate department?"

Key Learning: Professional telephone handling includes respecting confidentiality and information security.

Scenario 8: The Caller Requesting an Immediate Promise
Caller Statement:
"Promise ninyo na matatapos ito today."

Situation:
The employee cannot guarantee completion because another department must assess the concern.

Call Handling Challenge:
The employee must respond helpfully without making an unauthorized commitment.

Expected Participant Response:
e Acknowledge the urgency.
e Clarify what can be done immediately.
e Explain the authorized process.
e Communicate realistic expectations.
e  Confirm who will handle the concern.
o Offer the next update according to approved procedures.

Sample Response:

"l understand that you need this resolved as soon as possible. What | can confirm is that | will forward the details to the
responsible team now. | cannot guarantee completion today, but | can explain the next step and the expected update
process."

Key Learning: Professionalism requires accuracy and honesty about commitments.
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Scenario 9: The Missed Callback
Situation:
An employee promised to return a customer's call but forgot.

The customer calls again the following day.

Call Handling Challenge:
The employee must acknowledge the missed commitment and provide a reliable next action.

Expected Participant Response:
¢ Acknowledge the missed callback.
o Apologize appropriately.
e Avoid making excuses.
o Verify the latest available information.
e Clarify the next action.
e Establish a realistic follow-up arrangement.
e Complete the documentation and referral.

Key Learning: Following through on commitments is an important part of telephone service quality.

Scenario 10: The Professional Outbound Callback
Situation:
An administrative employee needs to return a call regarding an earlier inquiry.

Call Handling Challenge:
The employee must communicate the reason for the callback clearly and verify that the right person is being addressed
before discussing restricted information.

Expected Participant Response:
e Prepare the relevant records.
e Introduce themselves and the organization.
e Explain the general purpose of the call.
e Confirm the recipient's availability.
e Apply identity verification if required.
e Provide accurate information.
o Clarify any remaining concerns.
¢ Confirm the next step.
e Close professionally.

Key Learning: Professional telephone etiquette applies to both incoming and outgoing calls.

12. PRACTICAL TELEPHONE CALL HANDLING TOOLS INTRODUCED

12.1. Professional Telephone Greeting Formula
A standard professional greeting may follow:
GREETING + ORGANIZATION + IDENTIFICATION + OFFER OF ASSISTANCE
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Sample:
"Good afternoon. Thank you for calling ABC Corporation. This is Carla speaking. How may | assist you?"

For outbound calls, a useful sequence is:
GREETING + EMPLOYEE IDENTIFICATION + ORGANIZATION + PURPOSE + CONFIRMATION OF AVAILABILITY

Sample:
"Good afternoon. This is Carla from ABC Corporation. I'm returning your call regarding your earlier inquiry. Is now a
convenient time to speak?"

Actual greetings should comply with the organization's approved telephone service standards.

12.2. Professional Telephone Etiquette Checklist
Participants are trained to check whether they:

e Answered according to the company standard.

e Used the appropriate greeting.

e |dentified the organization.

e Spoke clearly.

e Used a professional tone.

e Listened without unnecessary interruptions.

e Avoided distracting background conversations.

o Asked necessary questions.

o Clarified incomplete information.

e Communicated accurate information.

e Followed proper hold procedures.

e Transferred appropriately when necessary.

o Avoided unauthorized commitments.

e Confirmed the next action.

e Closed courteously.

e Completed required documentation.

12.3. Positive Language Conversion Guide

Less Effective Expression |More Professional Alternative

|"Wait lang." ‘"May | place you on hold briefly while | check?"

|"Hindi ko alam." "Let me verify that information with the appropriate person."

|"Wa|a siya." "The person you're looking for is currently unavailable."

|"Wrong department 'to."

"May | take your contact details so we can arrange an appropriate callback?"

|"Tawag ka na lang ulit."

"Let me identify the appropriate team that can assist with your concern."

|"Hindi ko problema 'yan."

|"Ganun talaga ang policy."

"Let me direct your inquiry to the appropriate department.” ‘
"Let me explain the applicable policy and what options may be available." ‘

"l understand that this situation is upsetting. Let me clarify what happened so we can

" 'll
Calm downt identify the next step."
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|"Wa|a akong magagawa." "Here is what | can do within our current procedure."

|"Baha|a na po kayo." "Please let me know which of the available options would be most helpful."

The goal is not to memorize overly polished statements.
Participants learn to communicate accurately and respectfully while sounding natural.

12.4. Telephone Listening and Clarification Guide
A practical listening sequence is:
LISTEN — IDENTIFY — CLARIFY — CONFIRM

Participants learn to ask:
e How may | assist you?
o May I clarify the purpose of your call?
e  Which department or employee were you trying to reach?
¢ When did the issue occur?
o What information have you already received?
e May | confirm the reference details?
e What assistance are you expecting?
e Have | understood your concern correctly?

The exact questions depend on the type of call and the employee's authority.

12.5. Standard Telephone Message-Taking Template

|Date and Time HWhen the call was received ‘
|Ca||er Name HName provided by the caller ‘
|Organization HCompany or institution, if relevant ‘
|Contact Number HAppropriate callback number ‘
|Intended Recipient HPerson or department requested ‘
|Purpose of Call HBrief, accurate description ‘
|Important Details HNecessary facts or reference information ‘
|Urgency HReIevant deadline or priority ‘
|Acti0n Required HCaIIback, referral, information, or follow-up ‘
|Assigned Employee HPerson responsible for the next action ‘
|Fo||ow-Up Date or Time HAgreed or authorized timeline ‘
|Status HPending, referred, completed, or another approved status‘

Only information necessary for the legitimate business purpose should be collected and recorded.
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12.6. Professional Call Hold Guide
Participants practice:
EXPLAIN — ASK PERMISSION — HOLD — UPDATE — THANK

Sample:
"May | place you on hold while | check the information?"

Upon returning:
"Thank you for waiting. I've confirmed the details, and here's the information available."

If the verification requires more time, employees should follow approved callback or escalation procedures.

12.7. Professional Call Transfer Guide
Participants practice:
IDENTIFY — EXPLAIN — OBTAIN AGREEMENT — CONNECT — CONFIRM

Sample:
"Our Billing Department handles that concern. With your permission, I'll connect you with the appropriate representative and
provide the relevant details so you won't have to repeat everything."

The employee should not promise a successful connection before confirming that the transfer can be completed.

12.8. Difficult Caller Handling Guide
Participants apply:
LISTEN — ACKNOWLEDGE — CLARIFY — ACT — CONFIRM

LISTEN
Allow the caller to explain the concern without unnecessary interruption.

ACKNOWLEDGE
Recognize the caller's frustration or inconvenience appropriately.

CLARIFY
Identify the specific problem and information required.

ACT
Provide an authorized response, explanation, referral, or escalation.

CONFIRM
Verify what has been agreed and what happens next.

12.9. Professional Call Closure Guide
A practical sequence is:
SUMMARIZE — CONFIRM — EXPLAIN NEXT STEPS — OFFER FINAL ASSISTANCE — THANK AND CLOSE

Sample:
"To summarize, we have recorded your request and forwarded it to the appropriate department. You can expect an update
according to the schedule we discussed. Is there anything else | can assist you with? Thank you for calling ABC Corporation."



MSS SUCCESS SPACES
Units 2K~2L, 2nd Floor E.C. Valle Commercial Center M.L.
Quezon Avenue Brgy. San Isidro, Angono, Rizal

™
M-S

MAKING STRONG SUCCESS

(02) 7255 5568
0995 846 2495 0917 123 1017

info@msscorporation.com.ph

®@0e6 ©

www.MSSCorporation.com.ph

12.10. Professional Telephone Call Handling Quality Scorecard

|Ca|| Readiness “Has access to appropriate information and is prepared to assist ‘
|Professiona| Greeting “Uses the approved greeting and identifies the organization ‘
|Voice and Verbal Communication “Communicates clearly, courteously, and at an appropriate pace ‘
|Active Listening “Listens attentively without unnecessary interruptions ‘
|Questioning and Clarification “Obtains necessary information using relevant questions ‘
|Information Accuracy “Provides or records information accurately within authorized responsibilities ‘
|Ca|| Control “Guides the conversation professionally and efficiently ‘
|Ho|d Procedure “Explains, requests permission, and follows appropriate hold standards ‘
|Transfer Procedure “Identiﬁes the correct recipient and manages the handover professionally ‘
|Difficu|t Caller Handling HDemonstrates empathy, composure, and appropriate boundaries ‘
|Esca|ation HRecognizeS when specialized or supervisory assistance is required ‘
|Privacy and Confidentiality HFoIIows approved verification and information-handling procedures ‘
|Professiona| Closure HSummarizeS and confirms the next action before ending ‘
|Documentation HCompIetes necessary call records and messages accurately ‘
|Fo||ow—Through HCompIetes or appropriately tracks assigned commitments ‘

13. TRAINING METHODS AND MSS ENTERTRAINMENT® APPROACH

MSS Corporation's Professional Telephone Call Handling Training follows the EnterTRAINment® methodology, which
emphasizes practical application, realistic telephone situations, participant involvement, and observable behavior
improvement.

Approximately 30% of the program consists of:
e Concise Facilitator Discussions.
¢ Demonstrations of Effective and Ineffective Call Handling.
e Practical Explanations of Telephone Etiquette.
e Guided Call Handling Examples.
e Facilitated Learning Synthesis.
e Structured Feedback.

Approximately 70% consists of:
e Telephone Service Self-Assessments.
e Professional Greeting Challenges.
e Voice and Tone Practice.
e Positive Language Conversion Exercises.
e Simulated Incoming Calls.
e Simulated Outgoing Calls.
e Listening and Clarification Drills.
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o Telephone Message-Taking Exercises.
e Call Control Challenges.

e Hold and Transfer Simulations.

e Difficult Caller Role-Plays.

e Complaint Handling Practice.

e Escalation Scenarios.

e Callback and Follow-Up Exercises.

e Complete Telephone Call Simulations.
e Peer Observation.

o Facilitator Feedback.

¢ Individual Improvement Planning.

The program is designed to ensure that participants repeatedly practice real telephone handling behaviors rather than simply
listen to lectures about courtesy.

14. TARGET PARTICIPANTS

This Professional Telephone Call Handling Training in the Philippines is recommended for:
o Receptionists.
o Front Desk Personnel.
e Administrative Assistants.
e Administrative Officers.
o Executive Assistants.
e Secretaries.
o Office Assistants.
o Office Staff.
e Customer Service Representatives.
e Customer Care Personnel.
e Branch Customer Service Employees.
e Branch Receptionists.
e Frontline Service Personnel.
e Telephone Operators.
o Switchboard Operators.
¢ Appointment Coordinators.
e Scheduling Personnel.
e Clinic Receptionists.
e Medical Secretaries.
e Hospital Front Desk Personnel.
e Hotel Receptionists.
e Reservations Personnel.
e School Administrative Personnel.
e University Office Staff.
e Government Frontline Personnel.
e Sales Support Personnel.
e  Customer Inquiry Handlers.
o Help Desk Personnel.
e Technical Support Reception Personnel.
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e Employees Who Regularly Receive or Initiate Business Calls.
o Newly Hired Employees Assigned to Telephone-Facing Responsibilities.

®@0e06 ©

The program is especially appropriate for employees who are not full-time call center agents but regularly handle telephone
inquiries as part of their everyday work.

15. INDUSTRIES THAT MAY BENEFIT|
The program may be customized for:

e Corporate Offices.

e Business Services.

e Professional Services.

e Banking and Financial Services.

e Insurance.

e Healthcare.

e Hospitals and Clinics.

o Hospitality.

e Hotels and Resorts.
e Tourism.

e Retail.

¢ Real Estate.

o Property Management.

e Manufacturing.

o Distribution.

e Logistics.

e Telecommunications.

¢ Information Technology.

e Educational Institutions.

e Universities and Schools.

e Government Agencies.

e Local Government Units.

e Cooperatives.

e Nonprofit Organizations.

e Membership Associations.

e Construction and Engineering.
e Customer Service Centers.

e Shared Services Operations.
e Other Organizations Handling Routine Telephone Inquiries.

The course may incorporate industry-specific procedures, privacy obligations, referral protocols, and communication
standards where appropriate.
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16. RECOMMENDED NUMBER OF PARTICIPANTS

In-House Corporate Training
Recommended Group Size: Approximately 12—-20 Participants

This supports meaningful participation in:
e Telephone Voice Exercises.
¢ Individual Greeting Practice.
e Listening Dirills.
e Message-Taking Simulations.
e Call Transfer Exercises.
o Difficult Caller Role-Plays.
e Complete Call Handling Assessments.
e Facilitator Coaching.

Larger groups may be accommodated through structured breakout teams, additional coaching support, or multiple training
batches.

Public Seminars
Recommended Group Size: Approximately 15-25 Participants

This allows practical:
e Telephone Handling Exercises.
e Cross-Industry Learning.
¢ Role-Play Simulations.
e Peer Feedback.
o Facilitator Interaction.
e Professional Networking.

Actual participant capacity should be based on the delivery mode, venue, available practice time, and facilitator support.

17. DELIVERY OPTIONS
The program may be delivered through:
e Face-to-Face In-House Corporate Training.
¢ Onsite Corporate Training.
o Offsite Corporate Workshops.
e Live Online Instructor-Led Training.
e Hybrid Training.
e Public Telephone Etiquette Seminars.
e Telephone Skills Development Workshops.
e New Employee Orientation Programs.
e Front Desk and Receptionist Development Programs.
e Customer Service Development Programs.
¢ Administrative Staff Development Programs.
o Multi-Session Telephone Communication Programs.
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Face-to-face delivery is particularly useful for simulated telephone interaction, voice and tone coaching, live telephone drills,
and group feedback.
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Live online delivery may incorporate:
e Virtual Call Simulations.
e Breakout-Room Role-Plays.
e Voice and Listening Exercises.
o Digital Message-Taking Activities.
e Call Routing Scenarios.
e Difficult Caller Role-Plays.
o Facilitator Observation and Feedback.

18. AVAILABLE PROGRAM FORMATS

18.1. Half-Day Professional Telephone Call Handling Essentials
Duration: Approximately Four Hours
Number of Modules: Exactly Two

Module 1: Professional Telephone Etiquette, Greetings, Listening, and Message Taking

Topics and Subtopics:
1. Professional Telephone Etiquette
e The Importance of Telephone First Impressions.
¢ Employee Professionalism.
¢ Common Telephone Handling Mistakes.
2. Telephone Greetings and Voice Communication
e Professional Greetings.
e Appropriate Voice and Tone.
o Clarity and Positive Language.
3. Active Listening and Information Gathering
o Identifying Caller Needs.
e Clarifying Questions.
e Confirming Information.
4. Telephone Message Taking
e Essential Message Details.
e Recording Information Accurately.
o Appropriate Message Routing.
Major Activity: Professional Greeting and Message-Taking Simulation

Participants practice answering calls, identifying caller requirements, confirming information, and preparing accurate
telephone messages.

Expected Outputs:
o Telephone Etiquette Quick Reference.
e Professional Greeting Guide.
o Telephone Message-Taking Template.
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Module 2: Hold and Transfer Procedures, Difficult Callers, and Professional Closure

Topics and Subtopics:
1. Professional Hold and Call Transfer Procedures
e Asking Permission.
e Hold Etiquette.
e Proper Call Routing.
e Managing Unavailable Employees.
2. Handling Difficult Callers
e Empathy.
e Emotional Composure.
e  Clarification.
e Escalation.
3. Professional Call Closure
e Summarizing.
e Confirming Actions.
e Communicating Next Steps.
e Courteous Closing.
4. Workplace Application
e Telephone Quality Standards.
o Personal Improvement Priorities.

Major Activity: The Complete Telephone Handling Challenge
Participants handle simulated telephone interactions involving inquiries, transfers, complaints, and follow-up commitments.

Expected Outputs:
e Professional Call Handling Checklist.
e Hold, Transfer, and Escalation Guide.
e Personal Telephone Handling Improvement Plan.

18.2. One-Day Professional Telephone Call Handling Training
Duration: 8:00 AM-5:00 PM
Number of Modules: Exactly Four
Recommended for the complete MSS P.H.O.N.E.™ Professional Call Handling Framework:
1. Answer With Confidence.
2. Understand and Take Ownership.
3. Handle With Care.
4. End With Clarity.

The one-day program includes ten major learning activities, realistic telephone handling simulations, and practical participant
outputs.

18.3. Two-Day Intensive Professional Telephone Call Handling Workshop

Recommended when organizations require additional practice and individualized coaching involving:
e Professional Telephone Greetings.
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e Voice and Verbal Communication.
e Pronunciation and Articulation.

e Active Listening.

e Telephone Questioning.

o Information Verification.

o Message Taking.

e Call Control.

e Hold and Transfer Procedures.

e Managing Multiple Calls.

e Difficult Caller Handling.

e Complaint Management.

o Escalation.

e Privacy and Confidentiality.

e Outbound Calls and Callbacks.

e Call Quality Monitoring.

¢ Individual Telephone Performance Coaching.

The two-day format may include more extensive telephone recording review, when appropriately authorized, and repeated
simulations using actual company situations.

18.4. Multi-Session Telephone Service Development Program
The program may be delivered in shorter sessions over several weeks.

Between sessions, participants may complete workplace assignments involving:
o Telephone Greeting Practice.
e Voice and Tone Improvement.
e Listening and Clarification.
e Message Accuracy.
e Hold and Transfer Procedures.
¢ Complaint Handling.
e Callback Management.
e Call Quality Self-Assessment.
e Supervisor Feedback.

This format is useful when the organization intends to strengthen telephone service habits through ongoing practice and
reinforcement.

19. CUSTOMIZATION FOR IN-HOUSE CORPORATE TRAINING

MSS Corporation may customize the program using the requesting organization's actual:
o Telephone Greeting Standards.
e Telephone System and Equipment.
e Incoming Call Procedures.
e Outbound Call Procedures.
e Telephone Directory.
e Department Routing Structure.
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o Employee Availability Procedures.

e Call Hold and Transfer Standards.

e Callback Procedures.

e Telephone Message Forms.

e Frequent Caller Inquiries.

e Common Customer Complaints.

e Service Policies.

o Appointment Scheduling Procedures.

e Escalation Protocols.

e Confidentiality Requirements.

e Data Privacy Policies.

e Call Quality Standards.

e Telephone Service Performance Indicators.
e Existing Telephone Scripts.

e Approved Customer Communication Practices.

Example: Corporate Office
Participants may focus on answering business inquiries, transferring to the correct department, managing unavailable
managers, recording messages, and coordinating callbacks.

Example: Healthcare Facility
Participants may focus on appointment inquiries, scheduling, patient communication, confidentiality, and appropriate referral
of clinical concerns to authorized personnel.

Example: Hotel or Hospitality Organization
Participants may focus on reservations inquiries, guest requests, transferring calls to hotel departments, communicating
service information, and handling dissatisfied guests.

Example: Educational Institution
Participants may focus on enrollment inquiries, student and parent communication, scheduling, administrative information,
and referral to relevant school offices.

Example: Government Agency
Participants may focus on public inquiries, document requirements, office hours, service procedures, accurate referrals, and
respectful handling of citizen concerns.

The training methodology remains consistent, but scenarios, procedures, and participant outputs are customized to the
organization.
20. APPLICATION FOR PUBLIC TELEPHONE CALL HANDLING SEMINARS

For public seminars, participants may come from different companies and industries.

The program therefore focuses on generally applicable professional telephone standards while allowing participants to work
with situations relevant to their own workplaces.
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Public seminar learning activities may include:
e General Professional Telephone Etiquette.
o Telephone Greeting Practice.
e Voice and Verbal Communication Exercises.
e Listening and Questioning Drills.
e Telephone Message-Taking Challenges.
e Call Transfer Practice.
o Difficult Caller Role-Plays.
e Complaint Handling Simulations.
e Professional Call Closure.
¢ Individual Workplace Application Planning.

Public seminars are especially suitable for:
e Individual Receptionists.
e Administrative Assistants.
e Secretaries.
e Front Desk Personnel.
e Office Staff.
e Customer Service Personnel.
e Entrepreneurs.
e Small Business Employees.
¢ Newly Hired Telephone-Facing Personnel.
e Professionals Seeking Stronger Telephone Communication Skills.

Interested participants may inquire about public seminar schedules, delivery modes, training venues, registration
requirements, participation fees, and program inclusions once these have been confirmed.

21. RECOMMENDED LEARNING AND BUSINESS PERFORMANCE EVALUATION
MSS Corporation recommends evaluating Professional Telephone Call Handling Training beyond participant satisfaction.

A comprehensive approach assesses:
o What participants understood before training.
o What telephone handling behaviors they developed.
o  What skills they demonstrated during call simulations.
o What professional practices they applied after training.
o Whether telephone service quality improved.

Recommended Evaluation Framework

Evaluation Stage |[Recommended Method What It Measures

Telephone Call Handling Self-Assessment and ||Baseline etiquette knowledge, communication habits,
Situational Pre-Test and understanding of procedures

Before Training

Facilitator Observation, Telephone Drills, and ||Professional greetings, listening, message accuracy,

During Training Peer Feedback call control, and caller handling
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Immediately After ||Situational Post-Test and Complete Call Knowledge gained and demonstrated call handling
Training Simulation skills

30 Days After Supervisor Observation and Call Handling Earlv workolace application

Training Checklist y P pP

60-90 Days After ||Telephone Service Quality Review and Sustained application and potential organizational
Training Relevant Operational Indicators improvement

Sample Professional Telephone Call Handling Competency Assessment
A five-point behavioral rating scale may be used:

1 — Needs Significant Improvement

2 — Developing

3 — Meets Basic Expectations

4 — Proficient

5 — Highly Proficient

Competency Observable Performance Indicator

|Ca|| Readiness HDemonstrateS preparation and access to appropriate information

|Professiona| Greeting HUses the correct greeting and identification

|Voice Quality HSpeaks clearly, courteously, and at an appropriate pace
|Active Listening HUnderstands the caller without unnecessary interruptions
|Questioning HAsks relevant questions and confirms critical details

|Information Accuracy HProvides or documents correct information

|Ca|| Control HMaintains an organized and professional conversation
|Ca|| Transfer HRoutes the call correctly and manages the transition

|Difficu|t Caller Handling HResponds with empathy and composure

|Privacy Awareness HFoIIows approved confidentiality and verification procedures
|Ca|| Closure HConfirms the next action and closes courteously
|Documentation HRecords necessary information accurately

|Fo||ow—Through HCompIetes or properly tracks assigned commitments

|
|
|
|
|
|
|
|Ho|d Management HEprains and follows appropriate hold procedures ‘
|
|
|
|
|
|

Possible Post-Training Performance Indicators

Organizations may monitor:
e Telephone Quality Assessment Scores.
e Professional Greeting Compliance.
e Call Answering Performance.
e Message Accuracy.
e Appropriate Call Routing Rate.
o Avoidable Repeat Transfer Rate.
e Hold Procedure Compliance.
e Callback Completion Rate.
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e Accuracy of Call Documentation.

e Caller Satisfaction.

e Complaint Escalation Accuracy.

e First Contact Resolution, Where Relevant.

¢ Avoidable Repeat Call Frequency.

e Supervisor Observations.

e Reduction in Telephone Handling Complaints.

Organizations should define these indicators according to their actual operating procedures, staffing, and telephone systems.
For example, shorter calls should not automatically be considered better calls if employees are rushing customers, providing
incomplete information, or transferring concerns unnecessarily.

The objective should not merely be:
"Can participants answer a telephone professionally?"

A stronger evaluation question is:
"Can participants consistently manage callers from the initial greeting through accurate understanding, appropriate
assistance, professional call management, clear closure, and responsible follow-through?"

22. PROFESSIONAL, PRIVACY, CONFIDENTIALITY, AND CALL HANDLING BOUNDARIES

Professional telephone call handling requires more than courtesy.

Employees must also recognize their responsibilities involving accurate information, privacy, confidentiality, appropriate
referrals, and authorized commitments.

Responsible Handling of Personal and Confidential Information
Participants should understand the importance of:
e Collecting only information necessary for legitimate purposes.
e Following applicable caller verification procedures.
e Avoiding unauthorized disclosure.
e Protecting customer and employee information.
e Securing telephone messages and call records.
¢ Avoiding conversations involving confidential information in inappropriate environments.
e Referring restricted inquiries to authorized personnel.
e Following company-approved information retention and disposal procedures.

Call Recording and Monitoring
Where calls are recorded or monitored, organizations should establish appropriate policies addressing the purpose, lawful
basis, transparency, notice, access, security, retention, and use of recorded information.

Philippine data privacy rules do not make consent the sole possible lawful basis for all personal-data processing. Call
recording also requires consideration of other applicable laws and the specific circumstances. Organizations should have
their Legal, Compliance, or Data Protection personnel validate the relevant procedures.
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The National Privacy Commission's guidance emphasizes transparency, legitimate purposes, proportionality, and appropriate
legal grounds for processing personal information, including telephone recordings.

Professional Service Boundaries
Employees should avoid:
e Providing Unverified Information.
e Making Unauthorized Promises.
¢ Disclosing Confidential Information.
e Misrepresenting Their Authority.
e Giving Advice Outside Their Professional Role.
e Transferring Callers Without Appropriate Referral.
e Ignoring Legitimate Customer Complaints.
¢ Using Offensive, Disrespectful, or Discriminatory Language.
e Arguing With Callers.
e Making False Statements About Employee Availability.
e Promising Callbacks That Have Not Been Properly Arranged.
o Failing to Escalate Concerns Requiring Specialized Assistance.

Limitations of the Program
This program develops foundational and intermediate professional telephone handling competencies.

It does not automatically qualify participants to independently perform specialized functions requiring separate training,
authorization, or certification, such as:

¢ Clinical Telephone Triage.

e Emergency Dispatch.

e Specialized Legal Advice.

e Regulated Financial Advice.

o Advanced Technical Support.

e Complex Complaint Investigations.

e Specialized Contact Center Operations.

e Advanced Telesales.

e Debt Collection.

e Other Regulated or Highly Specialized Telephone Services.

The central principle is to communicate professionally, provide accurate assistance within one's authority, protect information,
and ensure appropriate follow-through.

23. FREQUENTLY ASKED QUESTIONS

What is Professional Telephone Call Handling Training in the Philippines?

Professional Telephone Call Handling Training in the Philippines is a practical corporate training program that develops the
telephone etiquette, communication, listening, information-gathering, call control, message-taking, caller handling, transfer,
escalation, and follow-through skills of employees who regularly receive or initiate business telephone calls.

v
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What is Training on Professional Telephone Call Handling in the Philippines?

Training on Professional Telephone Call Handling in the Philippines teaches employees how to answer calls professionally,
identify caller needs, provide accurate information, manage holds and transfers, respond to difficult callers, and close
telephone conversations courteously.

What is Call Handling Training in the Philippines?
Call Handling Training in the Philippines develops the competencies required to manage incoming and outgoing telephone
interactions in a consistent, accurate, courteous, and organized manner.

It may be customized for offices, customer service teams, reception personnel, branch employees, and other telephone-
facing professionals.

What is Training on Call Handling in the Philippines?

Training on Call Handling in the Philippines provides structured instruction and practical exercises covering telephone
greetings, voice communication, active listening, questioning, call routing, message taking, complaint handling, escalation,
and professional closure.

What is Telephone Call Handling Training in the Philippines?

Telephone Call Handling Training in the Philippines focuses on professional telephone communication throughout the
complete call process, from preparation and initial greeting through caller assistance, call management, documentation, and
follow-up.

What is Training on Telephone Call Handling in the Philippines?
Training on Telephone Call Handling in the Philippines helps employees develop the knowledge, skills, and professional
attitudes required to manage telephone calls accurately, efficiently, respectfully, and consistently.

What is Telephone Handling Training in the Philippines?
Telephone Handling Training in the Philippines equips participants with practical telephone etiquette, voice communication,
customer interaction, call transfer, message taking, difficult-caller handling, and follow-through skills.

What is Training on Telephone Handling in the Philippines?
Training on Telephone Handling in the Philippines develops participants' ability to respond to telephone inquiries,
communicate professionally, gather accurate information, coordinate assistance, and manage caller expectations.

What is Telephone Etiquette Training in the Philippines?
Telephone Etiquette Training in the Philippines focuses on professional telephone manners, including greetings, voice and
tone, courtesy, respectful language, appropriate holds, call transfers, and professional closing.

Telephone etiquette is an important component of the more comprehensive Professional Telephone Call Handling Training
program.

What is Professional Telephone Skills Training in the Philippines?
Professional Telephone Skills Training in the Philippines develops the practical communication and service competencies
necessary for effective telephone interactions.

These include listening, speaking clearly, questioning, message taking, call control, problem clarification, and professional
follow-up.
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What is Business Telephone Etiquette Training?
Business Telephone Etiquette Training focuses on the standards of professional telephone communication expected in
corporate and business environments.

It is relevant to administrative personnel, receptionists, secretaries, customer service representatives, and employees
handling telephone communication on behalf of an organization.

What is Front Desk Telephone Handling Training?

Front Desk Telephone Handling Training develops the telephone skills required by receptionists, administrative staff, and
other frontline employees who receive inquiries, direct calls, take messages, schedule appointments, and coordinate with
other departments.

Is Professional Telephone Call Handling Training different from Customer Service Training?
Yes.

Customer Service Training covers a broader range of customer interactions, including face-to-face, telephone, email, chat,
and other service channels.

Professional Telephone Call Handling Training focuses specifically on the procedures, etiquette, voice communication,
listening, call management, and follow-through required for telephone-based interactions.

Is this training different from Call Center Customer Service Training?
Yes.

Professional Telephone Call Handling Training is especially suitable for receptionists, administrative employees, front desk
personnel, branch employees, and professionals who answer business calls as part of their responsibilities.

Call Center Customer Service Training may cover a broader and more specialized contact-center environment, including
higher call volumes, structured service processes, quality assurance systems, first contact resolution, call handling efficiency,
service recovery, and other operational requirements.

The programs overlap in foundational telephone communication, but their primary audiences and operational depth differ.

Is this program suitable for receptionists?
Yes.

Receptionists are among the primary target participants.

The program covers:
e Professional Greetings.
¢ Voice and Verbal Communication.
e Caller Assistance.
e Call Routing.
e Message Taking.
e Hold Procedures.
e Call Transfers.
¢ Difficult Caller Handling.
e Professional Closure.
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Is this program suitable for administrative assistants and secretaries?
Yes.

Administrative Assistants, Secretaries, Executive Assistants, and Office Staff frequently communicate with customers,
suppliers, employees, business partners, and other stakeholders by telephone.

The program develops the skills required to manage these conversations professionally.

Can healthcare facilities use this training?
Yes.

The program may be customized for:
e Clinic Receptionists.
e Hospital Front Desk Personnel.
e Appointment Coordinators.
o Medical Secretaries.
o Administrative Healthcare Personnel.

Healthcare-related customization should incorporate applicable confidentiality, patient verification, referral, and escalation
requirements.

Specialized clinical advice or triage should be handled only by appropriately authorized personnel.

Can hotels and hospitality organizations use this training?
Yes.

Activities may be customized around:
e Reservations Inquiries.
e Guest Requests.
e Hotel Department Transfers.
e  Guest Complaints.
e Service Information.
e Callback Procedures.
e Professional Telephone Greetings.

Can government agencies use this training?
Yes.

The program is relevant to frontline government employees who receive public inquiries, explain procedures, direct callers to
relevant offices, take messages, and coordinate assistance.

Examples and activities should be aligned with the agency's applicable citizen-service standards, communication policies, and
information disclosure rules.
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Does the program teach proper telephone greetings?
Yes.

Participants practice appropriate greetings, company identification, employee identification, offers of assistance, and
professional voice delivery.

Does the training include voice and tone development?
Yes.

The program includes practice in:
¢ Voice Clarity.
o Tone.
e Volume.
e Speaking Pace.
e Pronunciation.
e Articulation.
e Professional Language.
e Verbal Confidence.

Does the training include active listening?
Yes.

Participants learn to listen attentively, identify caller concerns, clarify unclear information, avoid unnecessary interruptions,
and confirm understanding.

Does it include proper telephone message taking?
Yes.

Participants practice taking complete and accurate messages while identifying the caller, purpose, important details,
appropriate recipient, and required follow-up.

Does the program teach how to place customers on hold?
Yes.

Participants practice asking permission, explaining the reason for a hold, providing updates, returning to the conversation
professionally, and offering callbacks when appropriate.

Does the training cover call transfers?
Yes.

The program covers appropriate call routing, warm transfers, direct transfers, unavailable recipients, and procedures
intended to reduce unnecessary repeat transfers.

Does the training include difficult and angry callers?
Yes.

Participants practice maintaining composure, demonstrating empathy, clarifying concerns, communicating available
assistance, setting realistic expectations, and escalating when necessary.
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Does the program cover telephone complaint handling?
Yes.

The program introduces basic complaint-handling communication and escalation.

Organizations requiring deeper complaint investigation, service recovery, or complex complaint resolution may consider
specialized Customer Complaint Handling or Service Recovery Training.

Does it include professional outbound calling?
Yes.

Participants learn how to prepare for outbound calls, introduce themselves, explain the purpose, confirm availability,
communicate information clearly, and close professionally.

However, outbound prospecting, telemarketing, and telephone sales conversions are better addressed through a dedicated
Telesales Training program.

Does it include confidentiality and data privacy awareness?
Yes.

Participants learn appropriate information-handling principles, caller verification, confidentiality awareness, responsible
message taking, and adherence to applicable company privacy and call-recording procedures.

Can the training be customized for our telephone system?
Yes.

For in-house engagements, exercises may be customized around the organization's actual telephone equipment, call routing
system, directories, approved greetings, hold and transfer procedures, and operational requirements.

Can this training be delivered online?
Yes.

Live online training may use simulated telephone conversations, breakout-room role-plays, listening exercises, digital
message-taking forms, and facilitator feedback.

Is this training available for public seminars?
The program is designed for both in-house corporate training and public seminar delivery.

Interested individuals and organizations may inquire about available 2027 public seminar schedules, registration
requirements, delivery modes, venues, and participation fees once confirmed.

How many participants are recommended?
Approximately 12-20 participants are recommended for intensive in-house training.

For public seminars, approximately 15-25 participants may provide an appropriate balance of learning interaction, practice,
and facilitator feedback.
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Is one day enough for Professional Telephone Call Handling Training?

One day provides a structured foundation covering the complete MSS P.H.O.N.E.™ Professional Call Handling Framework.
Organizations requiring more extensive call simulations, individualized voice coaching, detailed operational customization, or
repeated practice may select a two-day workshop or multi-session program.

®@0e6 ©

How can organizations measure training effectiveness?
Organizations may evaluate:

o Professional Greeting Compliance.

e Voice and Verbal Communication.

e Listening and Questioning.

e Message Accuracy.

e Call Routing.

¢ Hold and Transfer Procedures.

o Difficult Caller Handling.

e Call Documentation.

e Professional Closure.

e Callback Completion.

e Telephone Quality Assessment Scores.

Does the training guarantee better customer satisfaction?
The program develops the knowledge and behaviors that may contribute to more professional telephone service and better
caller experiences.

However, improvements in customer satisfaction also depend on staffing, policies, systems, actual service resolution,
management reinforcement, and other organizational factors.

No specific customer satisfaction improvement can be guaranteed solely from training attendance.

24. RELATED MSS CORPORATION TRAINING PROGRAMS
Organizations seeking broader or more specialized customer-facing capabilities may also consider:

e Telephone Etiquette Training.

e Business Communication Skills Training.

e Professional Communication Skills Training.

e Customer Service Excellence Training.

e Customer-Centricity Training.

e Frontline Customer Service Training.

¢ Receptionist and Front Desk Customer Service Training.

e Handling Difficult Customers Training.

e Customer Complaint Handling Training.

e Service Recovery Training.

e Call Center Customer Service Training.

e Contact Center Customer Service Training.

o Telesales Training.

o Telephone Sales Skills Training.

e Customer Service Communication Training.

o Effective Listening Skills Training.

e Customer Experience Management Training.
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e Professional Email Communication Training.
e Chat Customer Service Training.
e Customer Service Leadership Training.

These programs complement Professional Telephone Call Handling Training by strengthening other competencies related to
customer service, communication, complaint management, sales, and organizational service performance.

25. WHY CHOOSE MSS CORPORATION FOR PROFESSIONAL TELEPHONE CALL HANDLING TRAINING IN

THE PHILIPPINES?,

25.1. The Program Develops the Complete Telephone Call Experience
Participants learn more than telephone greetings and polite expressions.

They practice the entire call handling process:
Preparation — Greeting — Listening — Information Gathering — Assistance — Call Management — Closure — Follow-
Through

25.2. MSS P.H.O.N.E.™ Provides a Structured Practical Framework
The program introduces five memorable call handling disciplines:
Prepare — Hear — Organize — Navigate — End

The framework helps participants develop consistent call handling behaviors.

25.3. The Program Is Applicable Beyond Call Centers
The program is especially relevant to employees handling telephone calls in offices, clinics, schools, hotels, branches,
government agencies, and other organizations.

It recognizes that professional telephone service is important even when handling calls is only one part of an employee's role.

25.4. Professional Voice and Telephone Etiquette Are Practiced
Participants receive opportunities to practice:

e Appropriate Greetings.

e Voice and Tone.

e Professional Language.

e Listening.

e Clarity.

¢ Confidence.

e Courteous Closing.

25.5. Proper Call Holds, Transfers, and Message Taking Are Covered
The program addresses telephone handling situations frequently encountered in everyday operations.

Participants learn to reduce preventable problems caused by:
e Improper Holds.
e Incorrect Transfers.
e Incomplete Messages.
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e Poor Caller Routing.
e Missing Callbacks.
e Unclear Next Steps.

25.6. Difficult Caller Situations Are Simulated
Participants practice handling:

e Upset Callers.

e Impatient Callers.

e Confused Callers.

e Callers Who Have Been Transferred Repeatedly.

e Callers Requesting Immediate Answers.

e Callers With Complaints.

e Callers Requesting Restricted Information.

25.7. In-House Training Can Use Actual Company Procedures
Activities may be customized around:
e Company Telephone Greetings.
e Call Handling Standards.
e Department Directories.
¢ Hold and Transfer Procedures.
e Frequent Inquiries.
e Common Complaints.
e Escalation Procedures.
e Message Forms.
e Callback Policies.
e Service Quality Expectations.

25.8. MSS EnterTRAINment® Emphasizes Application
Approximately 70% of the program's net learning time is designed for participant practice, telephone exercises, call
simulations, peer feedback, and workplace application.

25.9. Participants Leave With Practical Telephone Handling Tools
The program produces:
e Professional Telephone Greeting Guide.
¢ Voice and Positive Language Checklist.
e Listening and Clarification Checklist.
o Telephone Message-Taking Template.
e Call Ownership Guide.
e Hold and Transfer Procedure Guide.
o Difficult Caller Handling Playbook.
e Call Routing and Callback Checklist.
e Telephone Quality Scorecard.
o 30-Day Improvement Plan.

25.10. The Program Supports Observable Workplace Improvement
Supervisors may reinforce learning through call quality assessments, procedural observations, message accuracy reviews,
callback monitoring, and relevant caller service indicators.
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26. CALL TO ACTION
EVERY CALL IS AN OPPORTUNITY TO BUILD TRUST—OR LOSE IT.

Your organization's reputation is influenced not only by the quality of its products and services, but also by the way
employees communicate with customers, business partners, suppliers, employees, and other stakeholders.

A professional telephone greeting can create a favorable first impression.
Accurate listening can prevent misunderstandings.

Proper call routing can reduce frustration.

Complete message taking can prevent missed commitments.

Empathetic handling can calm difficult situations.

And clear follow-through can strengthen confidence in the organization.

MSS Corporation's Professional Telephone Call Handling Training in the Philippines helps employees develop the telephone
etiquette, communication skills, call management practices, and service behaviors required to deliver consistently
professional telephone interactions.

For Companies: Customized In-House Professional Telephone Call Handling Training
MSS Corporation offers customizable corporate training engagements aligned with your organization's:

e Reception and Front Desk Operations.

e Administrative Personnel.

e Customer Service Teams.

e Branch Personnel.

e Telephone Operators.

e Actual Telephone Procedures.

e Customer Inquiry Categories.

¢ Hold and Transfer Standards.

e Common Caller Complaints.

e Service Quality Requirements.

Available delivery options include:
e Onsite Face-to-Face Training.
e Offsite Corporate Workshops.
e Live Online Instructor-Led Training.
e Hybrid Training.
e Multi-Session Telephone Service Development Programs.

Request a Customized Professional Telephone Call Handling Training Proposal from MSS Corporation.
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For Individuals and Small Teams: Public Telephone Etiquette and Call Handling Seminars
The program is also designed for public seminar delivery.

Individual participants, Administrative Assistants, Receptionists, Front Desk Personnel, Customer Service Professionals,
Business Owners, and small-company employees may inquire about:

e Available 2027 Public Seminar Dates.

e Training Venues.

e Delivery Modes.

e Registration Requirements.

e Participation Fees.

e Program Inclusions.

e Available Participant Slots.

Inquire About MSS Corporation's Professional Telephone Call Handling Public Seminars.
Website: www.MSSCorporation.com.ph

Email: info@msscorporation.com.ph

Telephone: (02) 7255 5568

P.H.O.N.E.™ — EVERY CALL DESERVES PROFESSIONAL CARE.

Prepare and project professionalism. Hear and understand caller needs. Organize information and own the next action.
Navigate holds, transfers, difficult calls, and escalations. End with clarity, etiquette, and effective follow-through.

ANSWER WITH CONFIDENCE. HANDLE WITH CARE. END WITH CLARITY.

With MSS, We Make Strong Success.



