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My hats offrio our Telephone Receptionist

Years ago, maddened and . frustrated by what I bgliaved was the

ineptitude of my telephone eperators = A girl who gloried in the

name of Foote ~ I dedicated the following lines to heres

- Line. Engaged, My Foot(e).

tyou are old, Father Milliémg-'

the ynung.man cried.
tvgu look for from healthy and étrong;‘
?No wonder, my sone, 'Father miliiam replied,
tyhen I ask for a number, either it's wrong,

t !

or the line is engaged in the whole day long 2

d experience, 1 think I uwas unjust in

Now, mellowed by age =
o had to struggle with just one line and

blaming the poor girl, wh
many extensions. Now'l lnok with a kindly and tolerant eye upon

the work of all switchboard operatorss Theirs is indeed an

axacting and exasperating jﬁb whiech imposes a heavy demand on

their skill and patilsnce.

public relations begin with the

as at some offices, also doubles as

'at all Blue Star offices;
switchboard pperator (who,

recepticnist) . Hers the polite voice, hers
, whether she is dealing with a

e smiling faces

hers the inexhaustible patience
member of the staff, a caller on the p

reception hall - and, believe me, some of these

hone or a visitor in the

prople can be

An operator who is impolite, irritable or arrogant is no good,

That is why at Blus Star the

however skilled she may be.-
o be courtecus to eueryé

suitchboard operators have been taught t

body, in addition to being prompt and efficient in thesir work.



For every operator the day begins at around 9.15 a.m. at most
offices. Soon the wires begin to hum. There is a copnstant stream
of incoming and outgoing calls. Throughout'thé_day_switchboard

lights flash, cords are plugged in and out, keys are raised end

"

~ lowered foFMhundreds of inccming, outgoing and trunk calls. The

operator is kept busy with rarely a break.

A notable feature of our switch board service is that it is never
allowsd to remein unattended - not even for a moment. Almost all
secretaries and stencgraphers are trained to operate the switchboards
any one of them can take over the regular oberatnr’s duties for
short or long periods in a day. '

Courtesy BLUE STAR
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. TOWARDS BETTER TELEPHONE EFFICIENCY
SUGGESTIONS THAT EMERGED OURING A RECEWT SURVEY

4

"proper seating arrangement for telephone rebmptionist; also

consider lighiting and ventilation.®

tTglephone dﬁérétofémsﬁéuld'hoﬁ be given unrelajed work, unless

there is a relief operator.™

wp little understanding support from the executives will help.
A number of executives ask for numbers at the same time and
evary executive wants 'my number first?, dnd feels annoyed, if

it is not given.®

fyhy not an executive glve at one time all the members that he
yenks 2  This will help to dial for the next number, if the

former is engaged.  Further, it will save a lot of timeW.

npyscutives asking to be connected to a number should bz in

their seats at least for a reasonable time - five minutes say."

WThe telephons cpérator shouid be provided with an intercom.

. Quite often she has to leave her place %o gall a persdn or

convey a message. Otherwise a peon shall be at hand and be

syzilable near the telephone operator.®

#Ths switchboard should be located in & quiet place, free from

noiseM

“gperators should be relieved very tuwo hours. Uhere traffic

is heavy, there should be- two pperators working alternatively."

"otherwise, there may be a relisver at least for two half-hours®,



{ 9. “The staff should be brief and to the point ‘when using the
telephone,® '

10. "To know the nature of work at the telc, hone board, why not
every exccutive spend soma time at the switchboard, say

between 2.30 pm & 4.30 .pm, at least once in six menths.®

1. "The films shown to us are interesting and instructive. o

Uhy not show it to our executives?!

12. "The book on Telephone Manners and Etiguctte by Dr. Atthreya
is very good. But the executives also must road this book;
Only then the telephone traffic can be smoocth and controlled

on rational lines.t .

FHMRRR
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MY NEXT TWELVE HOURSe.ss
JUST FOR TODAY, I will try %o live through this day only, and not
tackle my whole life problem at.once. I can do sonsthihg for 12
hours that would appall me if I felt thet I had to keep it up for
a life-time. o o

JUST FOR TODAY, I will be happy. "Most folks are as happy as they

make up their minds to be.t

JUST FOR TODAY, I will try to strengthen my mind. I will study.

I will learn something useful. I will not be a mental loafer.

I will read something that requires affort, thought and concentration.

JUST FOR TODAY, I will- adjust myself to what is, and not try to
adjust cverything to my cun desires. I will take my 'luck' as it

comes, and it myself to it.

JUST FOR TODAY, I will exercise my soul in tuo ways: I will do

somébody a gopd turn. ~ I will pot shouw @nyonc that my feelings are

hurts they may be hirt, blt today I will not show it.

JUST FOR TODAY, 1 will be agreéable. I will Jook 2s well as I can,
dress becomingly, talk louw, act courteously, criticize not one bit,
not fine fault with anything and not try to improve or regulate-

anybody except myself.

JUST FOR TDAY? I will have a programme. I may not follow it exactly,

but I will have it. I will save mysal? from two pestss hurry and

indecision.

JUST FOR TODAY, I will have a quiet half hour all my myself, and-
relax. Durlng this half hour, sometlmes9 I will try to get a botter

perspective of my life.

O S
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WHAT IS A CUSTOMER 7

A customer is the most important person

to enter your place of busipnesse.

A customer is not depsndent on you.

“You_are dependent on him.

He pays your salary.,

A customer is not

an interruption to your work.

He is the purpdse of it.

you are not daing him a favour by serying him.
He is doing you a favour by serving Him.

He is doing you a favour

by giving you the opportunity tc serve him,

A customer is not

an outsider to your business.

He is a vital part of it.

A customer is not.a cold statistic.

He is @ human being with hopes and ambitions

Xike your own,

A customer is @ person who brings you his uants.

It is your job, duty and privilege
to handle him .

with prompiness, courtesy, and consideration.
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TWENTY GGOD TELE PHONE FRACTICES

Answer the call promptly
Hold the teceiuer correctly

Speak directly into the mouthpiece

--Idantify your erganiiation-

Visualise the caller
Listen carefully and patiently

Speak in a natural tohe

" Ask questions factfuilf

Say, “"Mmay, I tell him who's
calling Pleasg?

Use-the caller's name or say "gir"
Apologise for waits

Séy“éorry' for any mistakes

If you leave thé line, expluin why
Transfer calls properly

Leave a message, when you
leave your telsphone

Keep pad and pencil handy '
List frequently called numbers
Terminate calls courtaqusly
Let the caller disconnect first

Replace the receiver gently

Yes
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TELEPHONIC SITUATIONS AND RECOMMENDED APPROACHES

Most men, before answering the telephons, lilz to know who is
‘calling so that they may be preﬁared; therefore, tha'telephcna
operator answering the call in the outer office should attsmpt fo
ascertain at least the name of the caller. Furthermore, in order
to conserve time and energy, a certaln formula in answering calls
has been rather generally adopted by business houses. If both *
hbaftiéélto the cdﬁuéfséfidﬁu%ﬁildwed the formula, the conuarsation

would be something like thiss

1 The Ideal callers

Telephone ball rings. Telephone operator answers.
Telephone Receiptionist Good morning. Good Will & Co.
(TR) |

Mr. Ram of FMC School of
Management

'May I speak to Mr. Suresh,
Please

TR _ Hold the line & minute, please
‘ (Telephone Operator rings
Mr. Sureshfs privates line)

Pleass speak to Mr. Suresh
Mr o Rama- :

2. The cellier has to be identifieds

Telephone Receptionist Good morning. Good Will & Co.
gcallers ' 1 would like to speak to
o fr. Surssh, please,
TR: o May I tell him who is calling
: Plgase ?

Caller: Ram of MMC School of Management.



The caller will ring

(Bell rings)

TR3

Callers

TR2
Cailler:
TRs
caller:
TR:

Callers

TRs
callers

TR:

5
latars
Good morning. MAC School of
Managemsnt
May I speak to fir. Ram Please ?
.

Mr. Ram is out juslt now. Will you

- leavs a message, please 7

Mo. I will call him later.

(Quickly, bsfore .caller hangs up)

Will you kindly leave your name so that
1 may tell him you called ?

“This is Ramesh of Well Done & Companys.

Thank you. - What is your telephone
numbar please ? :

8% 99 99 Extn. 19,

Woule you like Mr. Ram to call you uwhen
he comes in ? ‘

No, thanks. T will be out of the office
all afterncon, I will call Mr. Ram later.

Very well Mr. Ramesh, I will tell

~Mr. Ram. Thank you.

Ihercalier mitﬁra‘éoﬁplainfé

(Bell fingéq The voice is that of a woman, svidantly very
much excited and displeased)

TRs
Caller:

TRs

Good morning ? Ideal Dspartment Store.

-Whoever is in charge of home appliances 7

Yes, madam. 50 that I may put you in
touch with the rilght person, may I know
what it is about 2

0nl10
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callers ' I have a complaint to make about the
Flectric Kettle I pucchased from your -
stores a week back. I don't think that
a firm of your standing should deal in
such worthless guodse

TRe Mr. Guru Charan will attond to you,
please. If ‘you will kindly hold the line
a minute, I will connsct yeu to
Mr. Guru Charan, M

¢ the line is busy, tell the celler, PMr. Rem's linc is

busy. Will you please wait®
If he answers in the affirmative, say, "THANK YOLF .

Return to him every minuta to keep him postadg noone

likes to feesl he's holding on to a line thatt!s been forgotten.
You can say, "Mr. Ram's line 1is still busy.

and don't forget to say, Wthank yout when he says he will

continue to wait.

when Mr. Ram hangs up, connect and say e, Ram!'s line is

free now please. Thank you for walting®.

The person called is busy and the caller leaves a'messageﬁ

Very often the person cd led may be talking on ancther
axtension or be busy with other pressing business. At such
times, it is batter to says "May I take a messages for him

please ? Mr. Ram is talking on another extension®.

Wgr. Ram has gone for a conference. I will have him call

you as soon as possible”.

Shauld a caller decide not to wait, be sure to get his name
and numbtr. Take them down and say  Thank you. I will tell

Mr. Ram you cdled.




TELEPHONE MESSAGE -
To'
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From

!Ul-.o....U.........D.'.l......O..ll.l."ﬂ.l.l‘l"0'.

Tel. NO& ..-....-..'....‘.‘........_-..'....Extn..NO.-.-.--....

Message

O'-'.D'Ot.locooaOc-oolio-'-uo.Oo..o!io.‘u‘.ono.o"
..0.l..1l0l....‘.Co..0...!.!.0..lo.l..l..‘.l-.-n"'ll.‘..'

%
.'..Olll.'l..l.ll.....l...ltl..'..'C..I'..l.‘0!!!0'.'.!.-.

Oltloioo--t-.o-o-au.o-o-pono-co----oino.to-c-.ooaotcooto-.

Date.oolculoot‘HourD.Co.;tol-OotTalked by,-r..-v..t-l-oiio

Record details as given by the caller.

12
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THE_ OTHER_TOOL
There are 433 different parts
in the telephone instrument - &

each developad through years of resaarche

The telephune‘is a precision instrument
designed to carry out voice accurately}P...
down the street ... across the town sssee

or if you wish around the world.

It is 'a fine piece of reproduction equipments
but the finest telephons in the world

can only reproduce.

What comes out of the telephone

depends on what is put in.

That is why we call

telephone as one tool.
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ALWAYS .REMEMBER

Remember, uhen you are talking to & caller his impression is

probably what you make it.

&

The caller cannot see your face hence the necessity for

developing the yoibe with a smile.

The caller can hang up the receiver, thus terminating the
conuersation,‘af any time. For this reason, you must be
particularly persuasive in‘order to secure the desired
information without causing an importaﬁt éaller to hang up

in disgust,.

You cannot see the caller and, consaguently, cannot make

any sort of accurate classification.




CULTIVATING A VOICE WITH A SMILE

YOUR VOICE IS YOU

You are only a voice to thcse
who hear ynu over the phone,
In a telophone communication

your voice is you,

When you are speaking face to face with someone,

your smile, your grooming, your own charm combine
to present your own self....

rraii Hélp té create a good impression.

" When you talk over the telephone, Huueuer,

everything depends ..., on your voice.

You can make it & welcome ons.

You can make your voice reflact youi best’ self.

DZVELOPING YOUR
TELEPHONE PERSOUNALITY

The fvoice with a smile!

should describe your telephone voice
How does one cultivate that ¢

Here are some tested wayss:

® First of all -
Speak distinctly.

Say every syllable of eumfy word properly
so that your listener will have
no trouble -in understanding you.

Speak the more difficult words slowly.

el
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* Take your time.

Over the telephone,
it is important

to speak unhurriedly, as well as distinctly.
Remember, your listener cannot have

the benefit of watching you, | .
seeing your gestures T . -
and the changing EXQFggsions of your face.
Yﬁﬁ-ééué.yga;;;lgm;ﬁd others a lot of time

when youzmake yourself understood thz first time.

* 0o not speék £o0o slbwiy or too rapidly.

About 120 words per minute is right.

% Telephone speech should be

neither too fast nor too slow.

If too fast, words are jumbled,

parts of uordé are lost to the ear,

and bad sounding forms creep in -

"wadjado ," for "what did you do" for example.
If too slow, the words sound disconnected,

and lose meaning and interest for the listensr.
lrdinarily,.the very act of speakino clearly
helps prevent your talking too fast.

You cannot be "Miss Garbled,® hacause

your tongue, if used correctly to fufm your words,
acts as 2 sort of metronoms

placing your words at proper intervals.



17

# Speak diréﬁfi& infb.thé~mOUthpféceo

Your voice is carried most clearly by .the telephone
when you speak directly into the trahgmitter,

with your lips close to the mouthpiece,

For best telephone results

this is just as important

as keeping the receiver to your eare

# make your voice intercsting.

Another name for "voice with a smile"

is a voice having "personal intersst tonc'.

Don't be a "Miss Mechanicall,
The diffarence betuween “Miss Mechanical®
and "Miss Uoice with & Snile®

is suggested in these cnqtrasting sets of wordss

The voice having g The qﬁica tacking
personal interest tone : personal interest tone
+ PLEASANT E = Exprassionless

# FRIENDLY - Mechanical

4+ CORDIAL - Indif forent

+ CHEERFUL - Inpatient

+ INTERESTED - Inattentive

+ HELPBFUL -~ Repelling

* -

PLUS PERSONALITY Minus Personality

* Uaryrthe‘pifch of your voige

to give certain mﬁrdé.emphasis.

1f you emphasise some words

by speaking them at a slightly higher‘pitch,
the variation in voice '

becomes welcome to the listener.
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% put keep the volume constahto

Speak in.nurmalpconuersational tone =
neither shouting into the transmitter
not letting your voice drop too low -
with plenty of inflections -but

not too much Uariaticn in voice level. »
. ‘ A2

* After 1mpnrtant uards, anSL for omphasxs.

For examples

Mr. Barodawallz + o (pause) « « o I know you mill.
bz glad to khow of our next publication; _
namely, HIGHER OFFICE PRODUCTIVITY « o « (pause) « « »
packed with practicel ideas, it has been prepafed
with a view to help DECISION AND . IMPLEMLNTATIDN -
(pausa) . » . THOSE WHO ORDER IN ADVANCE » « » {pause)

. o » got the spocial concessian

of 33.4/3% off o o o (paﬁse),

¥ Address the other person by name, if it is appropriate.

% Keop your voice cheerful and businesslikes,

% say 'plesse! and 1 thank you! 6f£en.

In face to face conversation
gourtesy may be expressed through
actions, gesiures, and faciel axpressions.
You can compensate _
for this lack on the tulephonﬂ | ‘jir

by u81ng, in a8 pleasant and natural manner,
such expressions as @ Thank you', “Please":

“Would you mind #1, ®I'm sorry’s nIt11l be glad to'.
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You may also avoid expressions 1ike

Myou must?, *You'll have to',

fput him ont, "Let me talk to him®,

In answering a call,
even when the caller fails to identify himself,

it is well to avoid such abrupt questions as
dho is this%™
Say rather,

tMay 1 ask your name, please ™
And if you answer the telephone for someone else,
try a pnhrase that sounds _
more like a request than a demand,
as for examﬁleg
tyould you mind giving your name 7
iMmay I tell him who's céllingg please™
At the close af conversation,
end the call cturteously. ‘
And don't forget those Final words, SThank you.l
Never hang up witrout definitely indicating
that the convessation is finishad

Say ‘Good-bye'.

#Talk loudert.
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WHES! TENSE cooe

The Bank of England requires its employees to sign @ daily

register. If they are late for work, they have to record the
reasen on the register.
=
London weather being what it is; the first tardy worker generally
writes “?mg“ Dﬁpdéite his name. And human nature being what it
is, those who sign in after him just make ditto marks. One morning
the first late~comer wrote in the book, #yife had twins®. Under

this gentleman's name 20 pgople placed their ditto marks !

Wypu sure vept your promise, Doctor, when you said you'd have

we walking within tuo months.™
nglad to hear that®, said the doctor.

“yes*§irt, sighsd the patient, “when 1 got your bill I had to
sell my carie. : '

. p farmer wrote & vewripnarian for advice: Y1 have a horse that
sometimes walks normaily and sometimes has @ limp. uhat shall

1 do ¥

The veterinarian wrote backi *The next time your horse walks normallys

seil himi.

ae0 0 LI * » o
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fawyers "You saﬁ you were about 35 feet'away From the scene.

Jjust how far can you see clearly ™
0ld Farmer: "Well, when I wake up I see che sun and they. tell

me thatt!s about ninety-three million miles away .

. L - L ] - L
. [T

Teachers #If a firmer has 20 sheep in 2 field and three of

them get out, how mavy will be ieft in the field ™
Boys 'None". .
Teachers #"That's wrongg 3 from 20 is 17%.

Boys " Teacher, you may knou your. arithmetic, but you don't

know sheepf..

L] L] o . * L [ ]



STEPS 70 A JOVFUL AND ENTHUSIASTIC LIFE

Since thinking has much to do with what your life becomes, you
might consider the following suggestionss

FIRST Stop depreciating yourself, There is & lot that is M
e eright-in-yots Emptymyaunnmind_of failure thoughts
: ond mistakes and start seeing yourszlf as a compe tent
person. . ' ‘ '

SECOND Elimihata-selfvpity thoughts. Start thinking of what
you have, instead of duelling on what you may have lost.
List your assets of personality and tolent.

THIRD guit thinking constantly of yourself. Think of otherse.
Actually go out and logk for someone who needs the kind
of help you can gilve, and then give it freely. You will
not maintain & continuing flow of abundance if your
thoughts are only of yourself.

FOURTH Remember the words of coesthes "He.who has @ firm will
molds the world %o himself." ARlrmighty God put a< .
tough power into human beings called the will. .

Use itu
FIFTH Have a goal and put an achievable timetable on it.
_ SIXTH Stop wasting ydur mantal enebgy on gripes and

post-mortems, and start thinking about what %o do now.
Amzaing things happen when you think constructively.

SEVENTH Cvery mornihg and svery evening articulate these words
alouds "I can do all things through God who
strengthens me." ,

E IGHTH Think and practice joy éuery day.

NINTH Get enthusiasmg think enthusiasmg live enthusiastically &

I3
2 . 5,
W**HH\W .




