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Task Title: Answering Calls at Work
OALCF Cover Sheet – Practitioner Copy

Learner Name: __________________________________________   
Date Started: ___________________________________________
Date Completed: _________________________________________


	Goal Path:
	Employment
	Apprenticeship

	Secondary School





	Post Secondary
	Independence


Successful Completion:  Yes  	     No   

Task Description:  The learner will respond to business phone inquiries.

Main Competency/Task Group/Level Indicator: 
· Find and Use Information/Read continuous text/A1.2
· Find and Use Information/Interpret documents/A2.1
· Communicate Ideas and Information/Interact with others/B1.2


Materials Required:
· Conversation partner (instructor)


Notes for Instructors/Practitioners
You will participate in a short verbal exchange with your learner.  The learner will be an administrative assistant answering the phone and you will be calling for information or to be directed to the correct department.  A sample script of questions follows below.  If you and your learner both have access to a phone, you could go into a different room and actually phone your learner to simulate a phone call to the office.  

Sample Questions:
Good Morning, I would like information about the cost of different types of computer paper.  Where can I find that information?

Good Morning, I have a question about my bill.  Can you please explain why I was charged a shipping fee when I was supposed to receive free shipping?

Good Morning, I just tried to reach the warehouse and no one is answering the phone.  When will they be available?

Hi, it’s Randy calling from the warehouse.  Our main computer seems to have lost its internet connection.  Can you put me through to Andre in IT?

Hi, I have an order to pick up directly from the warehouse, but I don’t have the address.


Learner Information
Administrative assistants and other employees often answer phone calls.  These include inquiries from customers or clients, calls from vendors or suppliers, or people who have called a general company phone number and wish to be directed to specific departments or individuals.

Scan the Company Directory and read Company Information.

Company Directory

	Department

	Phone Extension

	Financial Services
	101

	Human Resources
	102

	Information Technology
	103

	Sales (Ontario only)
	111

	Sales (Canadian – outside Ontario)
	112

	Shipping and Receiving (Warehouse)
	104





Company Information
Elite Paper Products is an Ontario-based company that supplies paper and other business supplies to companies across Canada.  The main office information is:
Elite Paper Products (Office Address)
46 Main Street West
Office Hours: 8:30am-4:30pm (closed 12-1pm for lunch)

Elite Paper Products (Warehouse Address)
80 Concession Road #4
Opening Hours: 7am-3pm (closed 11am-12pm for lunch)

Phone Answering Protocol:
When answering the phone, the preferred greeting is “Good morning/afternoon, you’ve reached Elite Paper Products, my name is ______ How may I help you?”
Calls should be directed to the appropriate department based on the caller’s request.  Each department has its own voicemail, so a caller can leave a message directly with the right department once they are connected to the extension number. 
Any billing or payment inquiries should be directed to financial services.  
If a caller is interested in learning more about different products, or making a purchase, they can be directed to the appropriate sales department.  
All product information is also available on the company website (www.elitepaper.ca) and callers may be directed there to explore different products, costs and shipping.  Purchases can be made directly on the website if customers prefer this option.
If you are not sure where to direct a call, take a message with the caller’s name, phone number, and reason for calling.  Ask the office administrator where the message should be directed, and then share the caller’s information with the correct department so they can respond to the call.


Work Sheet
Your instructor will ask you questions as though they are a customer calling Elite Paper Products.  
Task 1:  Respond to the customer’s questions as the staff person answering the phone.  Base your answers on the company information you have read.  Ask at least one follow-up question during each conversation.  
If needed, explain that you are directing the caller to a specific department and extension for more information.  For example, “I will be directing your call to Human Resources at extension 102”.
Answer: No written response required here.

Task completed:  Yes: 









Answers
The learner should politely answer the phone with the preferred greeting and ask follow-up questions as needed.  Possible responses to the sample questions are below:

Good Morning, I would like information about the cost of different types of computer paper. 
Answer: Learner can direct the caller to the website for more information and/or direct them to extension 111 or 112 (depending on location) to speak with a salesperson.

Good Morning, I have a question about my bill.  Can you please explain why I was charged a shipping fee when I was supposed to receive free shipping?
Answer: Learner should explain to the caller that they will be directed to extension 101, financial services department for assistance.

Good Morning, I just tried to reach the warehouse and no one is answering the phone.  When will they be available?
Answer: Learner should explain that the warehouse is open from 7am-3pm and closed from 11am-12pm for lunch.  They should offer to take a message or connect the caller with the warehouse at extension 104 so they can leave a message directly on their voicemail if they wish.

Hi, it’s Randy calling from the warehouse.  Our main computer seems to have lost its internet connection.  Can you put me through to Andre in IT?
Answer: Learner should connect Randy with the Information Technology department at extension 103.

Hi, I have an order to pick up directly from the warehouse, but I don’t have the address.
Answer: The learner should give the warehouse address (80 Concession Road #4) and opening hours (7am-3pm, closed 11am-12pm) to the caller. They could also offer to connect the caller directly with the warehouse (extension 104) to arrange pickup.


Performance Descriptors
	Levels
	Performance Descriptors
	Needs Work
	Completes task with support from practitioner
	Completes task independently

	A1.2
	scans text to locate information
	
	
	

	
	locates multiple pieces of information in simple texts
	
	
	

	
	makes low-level inferences
	
	
	

	
	follows the main events of descriptive, narrative and informational texts
	
	
	

	
	obtains information from detailed reading
	
	
	

	A2.1
	scans to locate specific details
	
	
	

	
	identifies how lists are organized (e.g. sequential, chronological, alphabetical)
	
	
	

	B1.2
	demonstrates some ability to use tone appropriately
	
	
	

	
	uses strategies to maintain communication, such as encouraging responses from others and asking questions
	
	
	

	
	speaks or signs clearly in a focused and organized way
	
	
	

	
	rephrases to confirm or increase understanding
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