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Introduction: 

1. This lesson is based on the notes on “Telephone etiquette” 

Instructions 

1. In your Exercise Book, copy the Header and the learning outcome. Make sure that your 

Handwriting is neat and legible. Go through your lesson notes and attempt the Practice 

Exercise in you exercise book. (We will be checking your Exercise Book when you return to 

School) 

 

 

 

 

 

Please read your Lesson notes (resource) and complete the Practice Exercise 91 below. 

  

Resource 91: Telephone etiquette 
 
The  use  of  telephones  for  organisational  communication  is  guided  by  what  is  called 
‘telephone etiquette’  or  ‘manners’.  These simple but vital rules serve a very important purpose in 
communication. Some of the key rules are discussed below.  
 
Making calls 
Remember  that  no  telephone  call  is  ever  free,  even  if  you  don’t  pay  for  the  bill  directly.  
Therefore, prepare well before making a call. Always know who you wish to speak with and what 
the call is specifically about. Have on hand the files you might need and also have on hand a note 
pad to take note if needed. Always get to the point quickly, and use polite words such as ‘please’ 
and ‘thank you’.  
 
Techniques for Answering the Telephone 
Many people take their telephones for granted.  But the telephone is an important communication 
tool in our hands. Therefore we must know the right ways of using it.  
Most  people  are  unaware  of  their  body  language  in  their  daily  communication  and  social 
interactions. Words only account for less than 10% of all oral communication while a larger portion 
is made up of our body languages.  
 

 Subject: Grade 11 Business Studies  

Term 4 

Week 4 Lesson Number: 91 

Date: ___/____/2021 

Unit 12.1:   COMMUNICATION SKILLS AND MANAGEMENT 

TOPIC 2:  TELECOMUNICATIONS 

Subtopic:      Telephone etiquette    

Learning outcomes: At the end of this lesson, you should be able to: 

1. Discuss Telephone etiquette 



PORT MORESBY GRAMMAR                COMMERCE DEPARTMENT                 GRADE 11   
Page 2 of 2 

 

Wk4Gr11BusLesson91_MI .docxI 

Most body language is lost on the telephone.  So make sure the message given is verbally 
positive. It can reveal your attitude towards the caller. Remember! ‘It is not what you say, but the 
way you say it’ that matters. Also bear in mind that not all body language is lost over the telephone.  
 
Although you can’t be seen, the person who you are talking to has a mental picture of you. 
You need to convey a genuine desire to help. The mood will be conveyed in the tone of your voice. 
Always sound natural. Always ask this question: ‘How do I want my business contacts to feel after 
talking to me on the phone’?  The following steps will help you adopt a professional telephone 
attitude or manners. 
 
1. Prepare carefully what to say, and note down objectives of the call. 
2. Sit upright to avoid constricting your voice. 
3. Speak clearly, pace yourself, and keep the tone neutral. 
4.  Remember to be polite, and make sure you always leave your contact with a good impression. 
5.  Be warm, friendly and consistent. 
6.  Choose your words carefully, avoiding any form of jargon and slang expressions. 

 

Now attempt Practice Exercise 91 

 

Copy the questions onto your exercise books and write your answers. 

                                                   

                                               PRACTICE EXERCISE 91 

 

1. How can you remain calm and cool when someone starts to become frustrated over the 

telephone?  

2. If you are a public servant and you have access to a ‘free’ telephone, should you make full use 

of the free telephone? Explain your answer.  

 

 

 

 

This is the end of Lesson 91. Next lesson is: 

 Lesson 92:  Teleconferencing  


