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NOTE:  You will need to collect two additional documents that are similar in nature to the one provided in this lesson at Hook 1a. These should be collected from local employers that support your program. These two additional documents will be used in Hooks 2 and 3 and are not to be duplicates of the other two documents used in this lesson. DO NOT USE MATERIALS THAT ARE NOT RELEVANT TO THE WORKPLACE. 

Hook 1a
Have a dummy phone available for role-playing. Have a volunteer answer the phone. Say, “Was the phone call answered correctly?  We communicate by phone everyday at work or home, even in our cars! Speaking skills apply to phone conversations also. In order to communicate with customers or employees, you must be able to use the telephone for effective communication. What are the advantages of using the phone to take care of business? What are the disadvantages? Let’s think about what steps we need to take to properly use the telephone as a means of communication. What is the first thing that we should do? The second, and so on?”

Record all responses on a flip chart and save for later use.

Coach students during a brainstorming activity but do not offer solutions.

Bridge

Acknowledge the good solutions offered; question students further to generate additional responses.

Ask, “Have you been spoken to rudely on the phone? What happened?” 

Ask, “What are some ways to handle rude phone calls?” Pause. “What are other areas of concern on the phone?”

Say, “Now we are going to go to our lessons and list the thinking steps we should know and use. When we have finished our work, we will compare your answers that I have recorded on the flip chart to the ones we have learned.”

Book

Select a lesson (or lessons) from the wage curriculum Matrix or other source that best supports your needs. Spend ample time in the chosen lessons until you believe that each learner has mastered the skill.  As you move through each lesson, be sure to emphasize the thinking steps that a learner must use to correctly apply this skill. Ensure that all thinking steps are properly sequenced during the learning and that each learner has had opportunities to practice each step in the application of the skill. Write the thinking steps identified by the lesson(s) in the sequential order they are to be used; you will use these again in Hooks 1b, 2, and 3.

For this section we will use the handout, Improving Phone Skills. 

Say, “The exercises we are going to do will help you sharpen your telephone listening and speaking skills.”

Thinking Steps for Competency C10.  

NOTE: If your chosen lesson(s) indicates a different set of thinking than these listed here, substitute those that was presented in the lesson(s).

1. Name of person you are communicating with.

2. Prepare for the call – what information is needed to give.

3. What information is to be received?

4. What speaking style is to be used – informal or business?

5. Handle disturbing calls in a calm and polite manner.

Hook 1b

Begin discussion on handout, Improving Phone Skills, and the sheet of paper where you recorded learner responses in Hook 1a.

Say, “Do you remember when I asked you to tell me the thinking steps for phone etiquette? You gave me the following answers.” Post the sheet with responses on the wall. “Now, let’s look at the thinking steps that the lessons recommended we use.” Compare their responses to the given recommendations.

Example: Discuss the assignment used with competency C10 to get a good understanding of phone etiquette. Create a scenario that would help students visualize the situation and the need to learn the skill.

Ask, “What are some of the different kinds of business calls you make? What did the other person say when answering the phone? Practice calling your boss to explain that you will be late for work or that you won’t be in at all.”

Say, “Now I am going to model for you the use of the thinking steps we learned as I follow the direction to complete assignment, Answering the Phone at Work.  As I say the thinking step, you help me apply the skill at each step. Do you understand what we are going to do?” Address any concerns before moving ahead.

Call out each thinking step and get the learners to assist you as you perform the task at each step.

Hook 2

Say, “Now that I have modeled how a new worker would use the thinking steps we learned when performing this task, are there any questions before you work two more problems?” Address all concerns before moving ahead. 

Say, “You may need to take a message if someone isn’t available to take a call. This next assignment addresses that situation.”

Hand out a copy of Listening to Take a Message and Using a Message Form, to each student.

Say, “These handouts are similar to the one I just used as a model. In these exercises, I want you to work alone and use the thinking steps you learned as you use telephone skills. When you have all finished, each of you will have a chance to model for the class the thinking steps we should use as we answer the telephone. I will ask you to model the steps for the class and tell us what we should do as we go through each step. Are there any questions about your task?” Address all concerns before moving ahead.

When all have finished, ask for a volunteer to model the application of thinking steps to the task. Pay attention to the proper sequence, the learner’s ability to model, and the actions that must take place at each step. Allow all who want to model the steps an opportunity to do so before moving ahead. Have the students turn in all work to you. Review the work and address any exceptions noted with the learner.


NOTE:  Mastery of this competency is determined by the students’ work on Hook 2. Review or rework is necessary when a student has not demonstrated mastery at     Hook 2. Mastery is defined as the task being performed correctly with zero mistakes. A WAGE certificate should not be granted without mastery on all competencies listed in the student’s Individualized Program Plan.



  


Hook 3

Compliment the class for all the good work done at Hook 2. Say, “For this last exercise, you will work in teams, like they do at the workplace.  In the workplace, workers know that people who are working together usually do the best work.  By working together, they are able to combine their skills, share in the work, and complete the job in the proper amount of time.”

“Now, I want you to move into teams of at least three people and no more than five people. Your team will need a leader, so select a leader now.”  Make note of the leader in each team.  Try to see that all learners have an opportunity to serve as leader during the course of their study. 

Hand out the third assignment, Applying Your Skills, selected for this exercise. Be sure to give only one copy to each team.  Say, “Team leaders, I want you to assign the thinking steps to each member of your team. If there are more steps than members, give each member more than one step. Try your best to make your distribution of thinking steps as fair as possible.” 

Say, “Working as a team, I want you to apply the thinking steps we learned to the task. Each of you will be doing a different step, so make sure to keep up with your work and your solutions. When all of your team members have completed their assignments, the team leader is to put all the work together into a completed task.  Team leaders, you will present your team’s model of this task to the other teams in this class. Are there any questions?” Address all concerns before moving ahead.

When all the teams are finished, call for a volunteer leader to model the application of thinking steps to this task.  Get the other teams to offer constructive criticism when appropriate. Strive to develop a level of competitiveness between teams.  This will increase the bonds between team members and make the learning more fun.  You might work up a recognition system for rewarding good work by each team.  Be careful that your students do not get in the same team with each lesson.


NOTE:  When it is impossible to use teams at Hook 3, usually due to an open-entry, open-exit class format, you will want to use peer tutors, paraprofessionals, or yourself as a supplement to the team.  When conducted correctly, the concepts of interdependence can be reinforced when there are only two people assigned to the task. 











Evaluation for C10:

Students will complete Too Many Calls. This will be used for evaluation of telephone skills. 

Resource Listing for C10:
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Name__________________________________ Date________________

· Improving Phone Skills

You’ve probably been using the phone most of your life. Yet you may still want to sharpen your telephone listening and speaking skills.

When you are talking face-to-face, you use your hands, your face, your voice, and your entire body to communicate. But when you use the phone, you can’t see body language or the look on the other person’s face. So using the phone requires very clear speaking and active, focused listening. Using manners when speaking is also important. If you are confronted with a rude person, stay calm and speak politely.

When you talk on the phone at work, you may have to pay even more attention if you are talking to strangers. Maybe the other person doesn’t speak clearly. Or maybe the caller has an accent that you are not used to. Concentrate very carefully. If you don’t understand, ask the person to repeat what he or she said.

Have you called a doctor’s office, a government office, a store, or the telephone or utility company? These were business calls. Most likely, the people who answered the phone spoke in a businesslike manner.

► How did you speak and listen during these calls? Would you speak to friends and relatives the same? 

______________________________________________________________

▼ Practice
Think about one personal call and one business call you have made recently. Write down some of the differences here:

	(
	Personal Call
	Business Call

	Who I called


	
	

	Preparation for the call


	
	

	What I talked about


	
	

	Speaking style

(informal, businesslike)
	
	


Name _______________________________ Date __________________
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Answering the Phone at Work

► Think of one of those business calls you made. What did the other person say when he or she answered the phone? 

People in the workplace usually say the name of the business or office:

“Hello, MacDonald’s Farm and Garden Shop.”

“Hello, Consumer Affairs Office.”

“Good morning, Dr. Freeborough’s office.”

Some businesses have a receptionist who answers the phone and connects callers with a department. When a person answers the department phone, he or she says the name of the department and his or her name:
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“Service Department, mark Hatch speaking.”

“Children’s Clothes, Ms. O’Reilly.”

“Customer Service, this is Mr. Gorman.”

Calling Your Place of Work

Have you ever made plans to meet a friend who didn’t show up of arrived late? How did you react?

Employers expect you to show up at work. They also expect you to be on time. If you are sick or are going to be late, be sure to call your employer. Talk to your immediate supervisor. Explain why you will be late or absent. If you will be late, say when you will get to work. 



▼Practice

Part A

1. What situations might cause you to be late to work? _________________________________________________________________

2. What should you do if you are late?

_________________________________________________________________

Part B

Choose a partner. One of you will be the employee, and the other, the boss. As the employee, call your boss and tell him or her that you will be late or that you won’t be in at all. Then switch roles.

Name __________________________________ Date _______________

Listening to take a message
You may need to take a message if someone isn’t available to take a call. Taking a message requires careful listening and some writing. When you take a message, write down the key information: 



Below, Miguel, a clerk, takes a message for Bob Filipo, his supervisor.

(Two volunteers could read aloud the phone conversation.)

As you read or listen to the dialogue, think about the phone skills needed for the

conversation.

The phone rang in the parts department early Tuesday afternoon. Miguel answered.


Miguel wrote the information on a message form and left it on Mr. Filipo’s desk.

►What skills did Miguel use in taking the phone message?

____________________________________________________________________________________________________________________________________

►What phone skills do you think Miguel could improve?


__________________________________________________________________

__________________________________________________________________

Miguel showed he had some good skills. He offered to take a message. He repeated the phone number to be sure it was correct. He addressed the caller by name at the end. He also repeated the entire message back to Mr. Daniels. However, he didn’t ask Mr. Daniels, “May I ask your reason for calling?” As a result, Bob Filipo won’t know why Mr. Daniels called. 



▼Practice

As you read the dialogue below, write questions for the receptionist to ask. Use the clues in the boxes on the left. 


Receptionist:
Bryant’s Hospital Supply.


Ms. Romero:
May I speak to Ms. Shaw?


Receptionist:
I’m sorry, she’s out right now. May I




take a message?



Ms. Romero:
Yes. This is Maria Romero at Forest




Park Hospital.


1.
Receptionist:
________________________________




________________________________


Ms. Romero:
R-o-m-e-r-o.


2.
Receptionist:
________________________________




________________________________


Ms. Romero:
555-1732.


3.
Receptionist:
________________________________




________________________________


Ms. Romero:
Have Ms. Shaw to call me tomorrow.


4.
Receptionist:
________________________________




________________________________


Ms. Romero:
Anytime after 10:30.



Receptionist:
Thank you. I’ll give her the message. 


Name ____________________________________ Date______________

Using a Message Form

A telephone message form helps you to get all of the important information. The terms printed on the form remind you to ask for the information you need.

▼Practice
Read the dialogue below. Fill out the message form based on the dialogue. Use the current date and time, and sign your name on the form.




Name ___________________________________ Date ______________

Applying your skills – IN YOUR LIFE 



answer these questions about your own phone habits. 

1.
How long does your average phone call last? _______________________

2.
Do you do other things while you are talking on the phone? ___________

3.
Do you say “what?” or “huh?” a lot? _____________________________

4.
Does the other person often ask you to repeat what you said? _________

5.
How do you let the other person know you are listening? _____________


__________________________________________________________

6.
How do you know if the other person is listening? __________________


__________________________________________________________

WORKING TOGETHER

With a partner, take turns making a phone call in which you must leave a message. The other person will fill out the message form below. 


Name ___________________________________ Date ______________

Too Many Calls



Directions: Read the selection below and then answer the questions that follow. Use complete sentences. 

“Ed, telephone call,” Emily shouted across the room.

Ed looked up from the order he was working on. He looked around the room to see if Lenore, their supervisor, was anywhere in the room nearby. She had spoken to him earlier in the week about getting too many personal calls at work. 

Lenore was not around, so Ed hurried to the phone. 

“Hello,” he said.

“Hi, Ed, guess who this is,” a man’s voice said. 

“I don’t know, and I don’t have time for games,” Ed answered.

“Hey, don’t jump down my throat. This is Emmett. I just wanted to see how you are. I haven’t seen you at softball practice in a few weeks.”

“I’m sorry,” Ed said. “But I’m not supposed to take personal calls here.” Just then Lenore walked in.

“I gotta go, Emmett. I’ll call you. Bye.” Ed hung up the phone and hurried back to his worktable.

“Ed,” Lenore said as she came over to his worktable, “I see you were on the phone again.”

“I didn’t make the call, Lenore. I hardly ever callout. I can’t help it if people call me here.”

“Well, you need to work something out with your friends. Every time you get called away from your work, you lose time. And you are more likely to make a mistake on an order. What can we do about all these calls? Is there some way I can help you. 



1.
How can Ed handle this situation with his supervisor and with the people he knows?

______________________________________________________________________________________________________________________________________

2.
Do you think Lenore was being fair? Why or why not?


___________________________________________________________________


___________________________________________________________________

3.
Do you think it is acceptable to make phone calls from work? When? For what reasons?


___________________________________________________________________


___________________________________________________________________

4.
If your boss said you could receive emergency phone calls only, what situations would you count as an emergency? List them.


___________________________________________________________________


___________________________________________________________________
WAGE Competency C10:  Using proper telephone etiquette.
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▼Communication Tip


Avoid smoking or eating during a business call.





Miguel:	Filipo Paints


Mr. Daniels:	Is Bob Filipo in? This is Roland Daniels at Rainbow Trucking.


Miguel:	He’s out back right now. May I take a message?


Mr. Daniels:	Yeah, all right. Just ask him to call me. My number’s 555-3096.


Miguel:	That was 555-3095?


Mr. Daniels:	No, 555-3096.


Miguel:	555-3096.


Mr. Daniels:	That’s right.


Miguel:	And what did you say your name was?


Mr. Daniels:	Roland Daniels. And tell him I’ll only be here until four. And then all day tomorrow.


Miguel:	OK, Mr. Daniels – before four or all day tomorrow


	I’ll give Mr. Filipo your message. Goodbye.











The caller’s name and number


The time and date of the call


The purpose of the call (if appropriate)


The time when the caller can be reached





Ask to spell last name





Ask for a phone number





Repeat number





Ask for best time to call





Receptionist:	Ace Credit Union. May I help you


Caller:	May I speak with Anthony Lewis?


Receptionist:	I’m sorry. He’s gone for the day. May I take a message?	


Caller:	Yes. This is James Pixler returning his call.


Receptionist:	Could you spell your last name, please?


Caller:	P-i-x-l-e-r.


Receptionist:	And your phone number?


Caller:	It’s area code 713, 555-7489.


Receptionist:	I’ll give Mr. Lewis the message.











Message





For ________________________ Date ______________________


From ______________________  TIME ___________________ A.M.P.M.





PHONE NUMBER__________________________________________


		       AREA CODE	  NUMBER                            EXT





MESSAGE ________________________________________________


_________________________________________________________


_________________________________________________________


_________________________________________________________


                                                SIGNED__________________________











IMPORTANT MESSAGE





FOR _____________________________


DATE ____________ TIME_______P.M.A.M.


M _______________________________


OF ______________________________


PHONE___________________________


	    AREA CODE             NUMBER           EXTENSION


TELEPHONED�
�
PLEASE CALL�
�
�
CAME TO SEE YOU�
�
WILL CALL AGAIN�
�
�
RETURNED YOUR CALL�
�
URGENT�
�
�



MESSAGE ________________________


__________________________________________________________________


SIGNED___________________________

















