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Phone Communication Etiquette for
Professionals
This article aims to look at certain phone communication mistakes professionals very often
make in the course of their dealings with other professionals and also with clients and how to
remedy them by employing certain communication tactics that are sure to make their callers
feel glad after speaking with them over the phone.
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Many professionals make the mistake of sounding and acting arrogant. After all, with

the fact that they are now professionals, they have risen above the specter of mere

mortals into the hallowed ranks of superior beings. And this gives them the right to do

as they please.

That is a mistake. A costly communication mistake. Especially when they are

answering phone calls.

When answering phone calls, a completely different set of rules come into play

because of the fact that the two or more persons involved in the call cannot see each

other. The other person on the line will make his or her observations based on the

inflections and tone of your voice. You may not mean to sound snappish, neither are

you angry with your caller, but of course the said caller is not there to witness this. All

they can hear is the tone of your voice, and that communicates whatever information

they will form to them.

Terrible Phone Etiquette

Certain practices people indulge in when communicating in a Virtual environment can

harm their chances of creating a good rapport with a caller. This can even send

potential clients scurrying for cover. Some examples are elucidated below:

Answering a phone call without a greeting:

This is so terrible. Always endeavor to answer all your phone calls with a greeting to

the person calling you. Even if your caller ID identifies your caller as your arch rival

from another firm, still open the conversation with a greeting. The fact that the person

involved took the time to call should account for something. For example:

The First Example from professional receiving a call: “Hello, who is this?” .
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The Second Example from professional receiving a call: “Hello, good morning,

you have reached the cell of Kingsley Ugochukwu Ani Esquire. How may I help

you?”

From these two examples, the first instance showed a rude person on the other end of

the line. If it was a possible prospect who is interested in retaining the services of the

recipient of the call that had called and been treated like that, chances are that they

might hang up and never call back. Again. Thus, you lose business. The second

person sounded polite and nice: greeted the caller, introduced himself, and then asked

what the caller wanted. That is good phone etiquette. That might mean the difference

between losing a prospective paying client and someone who can retain your services

and pay you good money for it.

Sounding short-tempered and impatient:

The major rule of etiquette is politeness. When answering a call, never, ever, snap at

the other person on the line. Never sound impatient or short-tempered. It does not

matter if it is not the caller that you are angry with. As elucidated earlier, in Virtual

communications, the other person cannot see your face to be able to decipher your

facial expression, so they will automatically make their split-second decisions based

on the sound of your voice. So, even if you are furious about something with someone

on your staff or a co-worker, before you answer your call, please take a deep breath,

paste a smile on your face (even if you don’t mean it), then answer the call.

Hanging up the call before the party that called you has the chance to do so first.

When someone calls you, you should not hang up on that person. You must never

hang up in the middle of a sentence the other person is making. Even if the caller

angered you previously, please do not answer the call with aggravation in your heart.
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Rather, let the phone ring. When you feel calm enough, call back. If you hang up

accidentally when someone is speaking to you on the phone, send a message or call

back. Never let your caller leave that phone conversation with a bad feeling about you.

That impression may well last for longer than you will ever know.

Give your full attention to your caller.

If you know that you are too busy to answer a particular call, then don’t. Don’t

answer a call and then be speaking to another person in the same room with you. As

explained earlier, your caller cannot see you, so will assume that anything you said

was meant for him. An example:

Mr. A: Yes, I got your file. I will work on it instantly and then send you an

accompanying price quote and Confidentiality Agreement.

Mr. B: Sure. Sir, I was also wondering if－

Mr. A: (interrupts) Don’t be silly! Are you stupid?! Didn’t you hear me the first time?

What this means: In the above scenario, Mr. A was actually yapping at a hapless

secretary, but Mr. B automatically will think that Mr. A was speaking to him in such

harsh, disrespectful tones. That will be the very first thought that crosses his mind:

that his attorney is yelling at him, calling him stupid. Instead, Mr. Attorney was

yelling at another person entirely.

Or, just to show the caller that you are a very busy man, you are tapping on your

keyboard and/or shuffling through mountains of paper on your desk. This is terrible.

Please DO NOT DO IT!

Be polite to your caller.

This point cannot be stressed enough. Politeness is a mandatory requirement for any

professional that wants to maintain his client base and add more clients. Because the
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world has gone digital, many prospects may find out about your firm’s services

through an Internet listing, or via a visit to your website. Then they call. If your

attitude is off-putting, then they may not call back. Honestly, you may be the hot-shot

professional, but your business and fees depends on the clients that come to you. So,

you gain nothing by being rude to your clients.

NB: Even if it was the firm secretary that answered the phone rudely when a

prospective client called to inquire about the firm’s services, you will still be deemed

to be the one that answered the call. After all, it is your firm; you employed her. Get

the drift? The bad phone attitudes of your employees will reflect on your corporate

image whether you like it or not.

Not returning your phone calls

If you were in a business meeting or otherwise handling other matters and so unable

to answer your call, please endeavor to call back. It may be a client with a pressing

question they need to ask. It may be a prospective client calling to ask about your

services. Make sure you call them back. Call back and find out what they want. Some

professionals can be shockingly uncommunicative; they think it makes them seem

busy and important. Yeah well, news flash: your clients are also important and busy.

Without them, your firm will service no one. So, if you missed the call from a client

(or anyone for that matter even if you didn’t identify the caller with your caller ID),

then always endeavor to call back. It means you value the time of your callers.

Arrogance

Some professionals tend to be overbearing when they answer the phone. An example:

Professional: Hello, who is this?

Caller: Hi, good morning, Sir. My name is Kingsley Ugochukwu Ani
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Professional: Yes?

Caller: I’m a lawyer, Sir. I wanted to know whether－

Professional: (impatiently) Yes?

Caller: I perused through your site and saw that you had an opening for a

professional with your firm. The site said to call first before sending

a CV.

Professional: That was a mistake. We are not taking on any new professionals.

Our firm is full. Please find another firm. We cannot accommodate

you. Is there anything else?

Caller: No, Sir.

Professional hangs up.

From the above example, it is palpably obvious that the professional is so arrogant

and so full of himself, he could not take the time to answer one or two questions. Or

even to help out. That is what the world should be about. Help out. It takes nothing to

be polite and try to be as helpful as you can. Even if you can’t, it costs you nothing to

be polite.

Summing it All Up

As professionals, everyone is bound to receive calls by someone seeking to render

services or perhaps seeking help. It is always better to reply with good grace and

unfailing politeness. Rudeness and bad words do nothing other than leave bad

after-tastes, and this must be avoided at all costs. After all, you never know who can

come calling in the future to be your next client.

So, if you have been failing in these golden rules of communication, please change.
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