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1.   Answer the phone with a smile in your voice.
2.   Answer the phone within three rings.
3.   Identify yourself.
· You may use a statement such as:  “Good morning, Mason County Schools.  This is ___.  How may I help you?
· If you learn the name of the person calling, use it as much as possible.
4. Have “live” personnel answer the phone.

· Someone needs to be available from 7:00 A.M. to 5:00 P.M.  every day with the exception of the major holidays (Christmas, Thanksgiving, New Years, Fourth of July)
5. Listen!

· Never take complaints personal.
· Hear what the “customer” is not saying, as well as what they say.
6. Speak enthusiastically.
7. Be conscious of your tone!

· 82% of ear-to-ear communication is tone of voice (only 18%- words you use)

8. Own the problem.

· Put yourself in the “shoes” of the customer.

· Do not hand off an issue without giving the caller a way to call you back if they are not satisfied.
9.  Make an emotional connection.
10.  Know how to direct personnel through the chain of command.
· Have you spoken with teacher, principal, superintendent?
· Assure caller or visitor they will be able to talk with who they request
11.   Screen calls after discussion with immediate supervisor. 
· Know what calls get through and when, as well as which calls never get through.
12.   Be in the moment.

· Make eye contact

13.  Walk or have a student/volunteer walk  “guest” to destination 

14.   Find a way to WOW people.  ( How can you give “little extra”?)

15.   Abide by the 24 hour rule.
16.   Make sure office looks professional.
17.   Make sure you dress and act as a professional.

· You are always on stage (24/7).
18. Know the importance of body language.

· 55% of face to face communication is body language

· 38% tone and only 
· 7% what you actually say
19. Know how to recover well when mistakes are made. 
· Must be immediate

· Show sincere empathy

· Must equal the offense
20.  Demonstrate an understanding of the demands of the job.

· There are times when you may need to work beyond normal time.
· Show initiative.

21.  Make leaders aware of problems before they happen. 
· Help diffuse rumors.
22.  Maintain confidentiality at all times.
23.   Make your immediate supervisor look good.
· Example:  “You have spot on  your tie.”  (Can be about appearance or information useful about a particular situation) ;   (Saying good things in public about school)
24.   Smile.
25.   Have a positive attitude!

26. Under-promise and over-deliver!
· If you think it might take an hour for the principal to return a call.  Tell the caller it will be at least three hours. Always try to exceed expectations.
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Anyone who enters or calls this office must have a higher opinion of this office after they leave or hang up than before they entered or called.          (Page 131)
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