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Introduction to Business, Telephones and Filing
Aim

This workbook is designed as an introduction to an upliftment programme. There are

many competent and capable housekeeping employees who have the potential to be
groomed for the receptionist position.

Often the only criteria stopping them is a lack of confidence and sometimes a lack of
global understanding of business terms. This workbook is geared around discussion and
information sharing. Working through this with a mentor will assist an upliftment
candidate tremendously with their understanding of the requirements of business
people today.
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Section 1

Business Today

What is capitalism?

What is business?

What is the aim of business?

What is the private sector?

What is the public sector?

What is a NGO?

Where do companies get finance? Who does the money in a company belong to?

What are the duties of the directors/owners of a company?




What are the duties of the employees of a company? What can happen if an employee
does not carry out their duty correctly?

What are unions? How do they help us? How can they hinder us?

Are there differences in operation between big and small companies? What do you think
these could be? How do you think these differences affect the behaviour of individuals
in these companies?

What is profit/loss?

How do companies make a profit?

What are the kind of expenses that every company needs to pay?

How important is the client to a company and why would you say so?




What different departments can you think of in a company?

Who are the people that work in these departments?

Notes:




Section 2

The Telephone

Content
Answering calls

To the caller, anyone that answers the telephone becomes “the company” and it is
therefore extremely important that we answer and handle the call professionally.

Can you remember the last time you were a client of a company and the person dealing
with your query did not make enough effort to assist you? Were you angry? Did you
consider taking your business away?

As long as we remember that our clients are the people who pay our salaries and we
have a duty to assist them to the best of our abilities at all time, our company has a
chance to continue doing business in this competitive world.

Treat others, as you would like to be treated
SMILE when you answer

Answer calls promptly

Greet the caller and identify your company

Identify yourself

Listen attentively and use the caller’'s name as often as possible
Listen ... listen ... listen and answer questions

Pause

Confirm

Answer

We screen calls to personalise them — not to eliminate them
Making calls on behalf of your company
Identify yourself, the company and on whose behalf you are making the call.
Ask whether the called person has the time to discuss the issue at hand.
This is particularly important if you are phoning someone on his or her cell-phone
Example:
Good Day Mr Jones, my name is Priscilla, I am calling on behalf of Sipho Zuma
from ABC Shoe Company. Mr Zuma has asked me to confirm your meeting for

this afternoon at 14h00

REMEMBER: you are not doing someone a favour when making a call for them, this is
your job. So “smile while you dial”



How to manage calls
The switchboard is never the place to handle long calls e.g. A person asking for
directions. IF you are required to multitask and sometimes handle long calls, it is
important that you have a separate extension next to the switchboard. This way
you can transfer the call to that extension and someone else can step in and assist.
Why do you think this is important?

Handling cut off calls
When a call is cut off, the called person should not attempt to re-establish the call.
Replace the receiver and wait for the caller to come through again
If the caller accuses you of cutting him off, don’t argue.

Whatever did or didn’t happen, he is not likely to believe you.
Simply apologise for the inconvenience and reconnect them...

How do you handle managers/staff that do not return their calls
The calls that enter and exit your company are your responsibility.
If you have a manager that does not return calls you should approach him/her
telling them exactly what you have promised the caller.
E.g. John (manager) | have promised this caller that you will return their call today still.
If you like I can return it on your behalf — what would you like me to tell them?
Handling a difficult caller
Don’t take the complaint personally
A.S.A.P. Technique
A = Apologise and acknowledge callers feelings
S = Sympathise — draw out the problem
A = Accept responsibility on behalf of the company
P = Prepare to help
Take control, be pleasant but firm, and ask questions “how may | help you?”
Talk the same language — don’t use technical terms or company jargon
No excuses — excuses mean I am not going to help you now
Plan of Action
Get the facts — ask questions and listen

Decide what to do

Do not make promises unless you know that you can keep them



When a complaint is handled with confidence and pleasantness, anger can be diffused;
the caller will see you as the cure and not the symptom and will be more willing to work
with you to reach a satisfactory solution.

Know your Equipment
How well do you know your switchboard or call centre capability?

Make use of all the technology available

Conference calling

Call forwarding when busy

Auto Attendant when busy

Voice Mail (ask whether the caller wants to go to voicemail)

Phone into your own switchboard if you have auto attendant/voicemail to

know firsthand what a caller experiences when they are calling you. If the

caller ends in voicemail jail immediately alert your superior

e If you multi-task, ask your superior for a headset

e Know your busy periods (available on graphs from TMS)

e Ask your manager to assist you with relief staff if necessary during the busy
hours

e Have a back-up person even if you are on duty, to forward calls that you
cannot get to within 3 rings

e Listen to your music on holds every morning to ensure that it is working.

e Use your TMS to give you trunk line traffic analysis. Do you need additional

trunk lines to ensure that the caller never gets an engaged signal?

Do you know your company structure?

Do you have contact numbers for all branches - or know how to access them easily
Do you know who does what in your company?

For example: who pays the accounts, who is the warehouse controller, who is the parts
manager and who is the person that organizes your advertising?

e Keep an up to date alphabetical staff list

Keep a department list with who is in each department and what the
department handles

Keep a numerical list of extensions and who is on them

Keep a list of branches / subsidiaries and their contact numbers

Keep a list of regularly dialled numbers

Keep a full set of telephone directories

Practical Ways to Sound More Professional

The words you use do not give meaning; you give meaning to the words, do not be
concerned if your English is not perfect, simply try your best every day to listen well
and to ask when you have not heard the caller. Do not say yes to any request that you
are not sure of.



Oral communication is dependent on the listener being able to hear all the words clearly

Improve your vocabulary — listen to people, read — if you see a word you have never
heard before, look it up in the dictionary

Words should be

e Clean
e Crisp
e Clear

Speech — some important characteristics
Your voice should be

Pleasant — conveying a sense of warmth
Natural — reflecting your true personality and sincerity

e Dynamic — giving the impression of force and strength — even when it isn’t
especially loud

e Expressive, portraying various shades of meaning and never sounding
monotonous or without enthusiasm

e Easily heard, thanks to proper volume and clear articulation

Volume, Rate and Pitch

e Volume and clarity are two different things — you don’t have to shout to be

heard

Deep controlled breathing helps to project the voice.

Hold the mouthpiece about 2cm from your mouth and speak directly into it

Don’t speak with a cigarette, gum or food in your mouth

Rate — speak at a moderate rate, rush and the caller won’t hear what you

are saying

Pitch — slightly lower pitch gives more authority Stress causes high pitch!

e Be enthusiastic, make use of vocal vitality and avoid a dead monotonous
tone

Sound confident - standing up when feeling intimidated by the caller is an empowering
habit as well as using your hands when speaking as this lends emphasis to your
expression You can’t use gestures without emphasis of voice

Be cheerful, carry a smile in your voice

Hint!

Let the mirror become your best friend for a while — practise in front of a mirror and
listen to what you say, how you say it, the volume and the pitch.

Tip! Do this on your own — else your friends may think that you are loony!



Telephone Vocabulary
Screening calls — a process whereby you ask the caller for their names so that you
can give your manager this information

Company jargon — the specific terms used in your company that relate to your
product and or internal procedures

Pitch — how high or low your voice is
Music on Hold — the music or advertising that a caller can hear when on hold
Voice Mail — the mail box where voice messages are left

PABX — The telephone system that allows you to transfer calls to other extensions. The
switchboard is the main telephone in the PABX system

Auto- Attendant — the answering system that sometimes prompts the caller to use
different buttons/options to select an extension themselves

Voice Mail Jail — when your auto attendant and voice mail system does not allow you
the option to speak to a human being

Conference Call — When there are more than 2 people speaking on the same
telephone call

Telephone Management System or TMS — the computer software that allows the
office manager to see the number of calls generated / answered/ forwarded etc by the
receptionist

Transfer the call — this sounds better than “putting your through”

Please hold — sounds better than please hold on or please hang on

Notes
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Section 3

Filing

We will concentrate on 3 different types of filing:
e Alphabetical

e Numerical

e Date Order

Why do we need to file?

What are the consequences if we do not file?

Why is it important that the filing is done correctly?

Let’s identify the most common filing terms and vocabulary, where applicable
note another word for the term listed and/or what it would be used for in your
organisation.

E.g. Bank Statements — filed for bank reconciliation and audit purposes, a
financial tool. (Matching up the actual transactions done to the transactions
the bank said we did, also where we can go look for payments made)

Ring binder —

Flip File —

Lever Arch File —

11



Ad —

A5 —

Invoices —

Cash Slips —

Suppliers invoices —

Creditors —

Debtors —

Cash —

Sleeves-

Filing systems-

Filing trays —

Correspondence —

Quotations —

Customer Files-

12



Notes:
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Section 4

Wrapping Up

What have you learnt about yourself in business today?

What have you learnt about clients today?

What have you learnt about the needs of a small business owner (employer) today?

What have you learnt about the needs of big business today?
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