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Policy: Reservation Sales Agent shall follow the telephone courtesy.
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Goals: To provide professional service.
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Steps P Tk:

Pick-up Phone #3217 Hi i

» No food in mouth; no smoking
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» Prepare a notepad and a pencil, in case you need to write something.
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» Do not forget to SMILE.
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» The phone must be picked up within three rings
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» Proper greetings should be delivered: Good morning/afternoon/evening, Reservation *** speaking, How
may [ help you, 47, TiEHS -
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Put caller on hold 1% A\ 254

» Ask for permission before you put the caller on hold.
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» Press Button “Hold”. Never let the guest hear you are talking to a third person.
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» When back to caller, thank him/her for waiting: “thank you for waiting”.
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Forward a call % #; Hi1fk

» Before forward a call to a third person, ask who is calling and what for. Before put the call through,
explain to the third person who is on the phone and what for.
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» Never forward a call to a third person directly without any explanation.
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If the person caller wants is not around #f %} 77 F4k ({] AASZE I i/T
» Offer caller options: “Would you like to call back later” or “Would you like to leave message”?

EXTTAE: RS UTIEREE S 5 .
» If caller wants to leave a message, the following information is required - caller’s (last) name, company,
contact information, main issue.
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End the Call H: W Hi i
> Thank caller &} 77 iR H
> Hang up gently after the caller. Z{5 X} /5 56 £ W FEL 1
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