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Purpose:

To provide the correct guidelines for all staff to follow when answering telephone calls.

Policy:

The {practiceName} is committed to ensuring all phone calls are answered in the correct, professional manner and the client’s questions are answered prior to finishing the call.

Procedure:

1. Answer all telephone calls on or before the third ring.

2. Greet the client with “Good morning/afternoon/evening, {practiceName} this is……………”

3. Clarify the purpose of the phone call before putting the client on hold to ensure it is not an emergency situation.  

4. Avoid using the word “problem” when discussing the reason for the call, instead use terminology such as:  “how can we help you Mr. Jones” or “what is fluffy coming to see us about today” or similar.

5. Use the client and pet’s name where possible.

6. Take notes and ensure that all details are obtained correctly and are noted on the computer.  If the person is not a current client, ensure all information regarding the client details and animal details are confirmed.  If the person is a current client ensure all details are correct and up-to-date. ( you may wish to list details required here for your specific needs)

7. Converse with the client accordingly.  Always sound confident and professional.  If the question needs veterinarian advice politely ask the person to hold whilst you source the answer or the veterinarian takes the phone call.  

Telephone calls placed on hold:

1. Ask the client if they mind their telephone call being placed on hold before performing the task.  When returning to the call re-state your name, thank the client for their patience.

2. Do not leave the client on hold for more than 30 seconds.  If this is unavoidable intermittently check with the client to make sure they are happy to remain on hold or request another staff member to take the call.  On returning to the phone call thank them for waiting.

3. Follow up all messages that you take.  It is your responsibility to ensure the relevant person/veterinarian receives the message and follows it through.

4. Follow up all client enquiries promptly.  If you nominate a specific timeframe for returning calls or performing follow-ups ensure these are maintained.  If you are unable to achieve an outcome in the nominated timeframe advise the client and reschedule the timeframe.

Responsibility:

It is the responsibility of all staff of the {practiceName} to answer telephone calls efficiently and politely imparting accurate information.
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