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	All System Manager staff members

	Procedures
	Proper and professional telephone etiquette is a very important component of strong customer service. Treating all callers with respect and in a professional manner gives the caller confidence that they are taken seriously and their questions and concerns will be answered and resolved professionally.  All System Manager staff will follow the same telephone etiquette procedures as outlined below.
1. Answer by the second ring. By the third ring, the caller is already getting anxious.  If a call goes to voice mail, follow up with a return call as soon as possible.
2. Greet the caller with a positive salutation and your identification: “Good Morning/Afternoon. This is (your name) with the Statewide Transportation Office. How may I help you today?”
3. Soon after your greeting, ask for the person’s name (“Who may I ask is calling?”), write it down immediately, and address them with their sir name (Mr. or Ms. (Last name)) throughout the conversation. Never address the caller by their first name unless you know them personally. NOTE: If the caller is from the media, refer him/her to the appropriate RIDE administrator (Director of Statewide Efficiencies or Program Coordinator).
4. Never use terms of endearment with the caller such as “Honey,”  “Sweetie,” “Dearie.”
5. Don’t crack your chewing gum while talking on the phone.  If this is an unintentional habit, it is best not to have gum in your mouth while taking/making calls.
6. Avoid subjective comments.
7. Never talk on the phone while eating or sipping a drink.
8. Value the caller’s time!  Do not leave them on hold.  
9. When taking a message, always write down their first and last name (ask for the spelling) and phone number. REPEAT back their phone number to ensure accuracy.
10. If transferring a call, always give the caller the phone number and extension you are transferring them to and the name and title of the person with whom they will speak.
11. Always end the call with a courteous response and simple, but formal “Good bye.” Never say “Bye,” “See ya,” or “Bye-bye.”
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