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Professional Certificate in Virtual Assistant Customer Service Training

Phone Etiquette

Phone Etiquette is a crucial aspect of customer service in the Virtual Assistant (VA) industry. It involves a set
of professional behaviors and communication skills that VAs should use when answering and making phone
calls. This explanation covers key terms and vocabulary related to phone etiquette in the Professional
Certificate in Virtual Assistant Customer Service Training.

1. Answering the Phone: The act of picking up an incoming call and greeting the caller professionally. A
typical greeting includes the name of the company, the VA's name, and a courteous phrase such as "How
may | assist you today?"

Example: "Good afternoon, XYZ Company. This is Jane speaking. How may | help you today?"

2. Caller Identification: The process of identifying the caller before answering the phone. This helps the VA
to address the caller by name and provide personalized service.

Example: If the caller ID shows "John Smith," the VA can answer the call with "Good morning, Mr. Smith. XYZ
Company, this is Jane. How can | assist you today?"

3. Call Forwarding: The feature that allows a VA to redirect incoming calls to another phone number. This is
useful when the VA is away from their desk or unavailable to take calls.

Example: "Thank you for calling XYZ Company. I'm currently unavailable, but I'll forward your call to a
colleague who can assist you."

4. Call Hold: The action of pausing a call and placing the caller on hold. This is done to allow the VA to
handle other tasks or find information for the caller.

Example: "Please hold for a moment while | transfer your call to the appropriate department.”

5. Call Transfer: The process of redirecting a call to another extension or phone number. This is done when
the VA is unable to handle the caller's inquiry or needs to speak with a colleague.

Example: "I'd like to transfer you to our sales department. They can provide you with more information on
our products and services."

6. Caller on Hold Music: The music or message that a caller hears while on hold. This should be professional
and soothing to keep the caller engaged and informed.

Example: "Thank you for holding. Your call is important to us. Please enjoy this selection of popular music
while you wait."

7. Message Taking: The act of writing down a message from a caller for the intended recipient. This is done
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when the VA is unable to transfer the call or the recipient is unavailable.

Example: "May | take a message? Mr. Smith is currently in a meeting, but | can let him know you called and
have him return your call when he's available."

8. Return Call: The action of calling back a missed call or a caller who left a message. This should be done
promptly and professionally.

Example: "Good afternoon, this is Jane from XYZ Company returning your call from earlier today."

9. Call Volume: The number of incoming calls received in a given period of time. This is an important metric
for measuring customer service performance and identifying peak call times.

Example: "Our call volume has increased by 20% since last month, so we're hiring additional VAs to handle
the influx of calls.”

10. Call Screening: The process of determining the importance and urgency of a call before answering. This
is done to prioritize calls and manage time effectively.

Example: "I'm currently on an important call, but | can take a message and have someone call you back as
soon as possible."

11. Phone Manners: The way a VA behaves and communicates on the phone. This includes speaking clearly,
using proper grammar, and avoiding distractions.

Example: "Good morning, XYZ Company. This is Jane speaking. How may | assist you today?"

12. Phone System: The technology used to manage and route phone calls. This includes features such as call
forwarding, call hold, and call transfer.

Example: "Our phone system allows us to handle a high volume of calls and provide efficient customer
service."

13. Call Escalation: The process of transferring a call to a supervisor or manager when the VA is unable to
resolve the caller's issue. This is done to ensure the caller's needs are met and satisfaction is maintained.

Example: "I'm sorry, I'm unable to assist you with that. Let me transfer you to my supervisor who can
provide further guidance."

In conclusion, phone etiquette is a vital aspect of customer service in the VA industry. Understanding key
terms and vocabulary related to phone etiquette can help VAs provide professional and efficient service to
callers. By mastering the art of phone etiquette, VAs can build positive relationships with clients and
contribute to the success of their company.
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