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Abstract: In the competitive world of Professionals, Managers and Executives indeed all the employees of the  

companies have to communicate effect ively. No organization can survive without communicat ion. The worldwide 

collaboration enables companies to build their products execute their operations and deliver their products 

economically and faster. The better they enhance their communicat ion skills the greater are the chances to raise up 

to the pinnacle of the profession and climb up the ladder o f success. The ult imate aim of any engineering student is 

to get placed in  a reputed concern with attractive pay packages. Though, 40% of our engineering graduates manage 

to find right job other 60% struggle for want of communication skills. However skillful the students of eng ineering  

colleges may be endowed with high intelligence and possess excellent academic record they often falter when it  

comes to communicat ion. In a work place particu larly in corporate sector employees have to interact with their 

superiors and subordinates discussing with them in person or telephone ,read and write e- mails letters reports 

proposals etc. Among these, telephone etiquette plays a major ro le where sharing an information or responding by 

giving explanation takes place. A lthough new technologies have clearly produced benefits in the work p lace, 

existing phone lines are still being used for communicat ion. This study is an overall review of the essentials of 

telephone etiquette for engineering students highlighting the importance of their stature in the future job scenario. 

 
1. INTRODUCTION   
It has a great deal of power and as a basic business 

instrument it has proved to be very essential. This also 

helps reducing travel, eliminating unwanted meet ings 

and makes timely  information more accessible. In the 

advent of new technologies in the corporate arena the 

telephone is considered as an effective tool to contact a 

customer or a client in getting co-operation, sales and 

goodwill. In specific telephone related jobs such as 

sales, customer service and marketing different styles 

and techniques are fo llowed To  handle various 

complaint calls or to be persuasive to encourage people 

to buy the products or gain service from their company   
.In the academic environment especially in engineering 

colleges the students encounter various situations 

involving speech or writ ing. Though it is been 

administered properly the students after complet ing 

their studies are not able to demonstrate their 

communicat ion skill which is now most in  demand. 

Exploring innovations in the communication arena have 

paved way in bringing the business at one fellswoop. Of 

these the companies expect their employees to be 

responsible communicators to use the tool wisely 

during business transaction.  
Improper et iquette may not only h inder their 

progress but also strangle the company‟s success. This 

matter must be seriously taken into account so that the 
syllabi of the engineering colleges must be reframed 

focusing the necessary content which they must 

discharge in professional arena. The preponderance of 

telephone etiquette must be realized  and real 

communicat ion can be brought into the classroom. This 

particular system can be imparted though role-play so 

that the students may participate and enrich their 

knowledge. Here are the some of the examples 

witnessing the myriad situation of workp lace in our 

classroom.  
After the demonstration of the teacher to stimulate 

the exact situation the teacher will ask two of the 

students to attempt the conversation 

 
Dinesh: Good Morning. Can I speak to Mr. Rohit 
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Chowdary please?  
Haniel: May I know who‟s calling? 

Dinesh: I‟m Dinesh from Soft 

Solutions. Haniel: Putting you through 

Sir. Dinesh: Thank You  
Haniel: It‟s my pleasure. 

 
The teacher will list out appropriate phrases and 

responses used often Hello! This is…..Who is calling 

please?.... Hold on please….Thanks for your help…I 

will look fo rward to your call…etc. The students will 

be asked to answer promptly, speak clearly and 
distinctly in a pleasant tone of voice. The students will 

be adviced to hold button when leaving the line so that 

the caller does not hear conversations being held 

nearby. They also will be asked to remember that He or 

She may be the only contact person may have with their 

department and that first impression will stay long after 

the call is completed. 

 
Bobby: Good Morning. Can I meet your Managing 

Director today afternoon?  
Prabhu: May I know who is this speaking?  
Bobby: This is Bobby Philip, Production Manager of 

Info_Tech  
Prabhu: Can I know the reason for your meeting? 

Bobby: Regarding the sales particulars of PC  
Prabhu: Alright, but not today. He will be out this 

whole afternoon.  
Bobby: How about tomorrow morning? 

Prabhu: Yeah…It‟s fine  
Bobby: Thank You 

Prabhu: It‟s my pleasure. 

 
The teacher will ask the students to use Phrases 

like “thank” and “please “which are essential in 

displaying a professional atmosphere. Using proper 

etiquette is a must in order to maintain certain level of 

professionalism. This also will leave the callers with a 

favorable impression of the organization in general. 

 
Communication challenges in Today’s work place  
To achieve success in today‟s work p lace one‟s 

communicat ion skill is very much essential. 

Communicat ion enables organizations to function. 

Communicat ion occurs in many forms. It can be 

internal or external, formal or informal, spoken or 

written. Effective communication Increase productivity, 

enhance professional image, creates stronger business 

relationships, clears promotional materials, enforces 

steadier work flow, increases productivity, and also 

helps to solve problems and makes decision quicker. 

Whether the organization is larger or s maller sharing 

informat ion among its parts is the glue that binds the 

organization together. Companies constantly exchange 

informat ion‟s with customers, vendors, distributors, 

competitors, investors, journalists and community 

representatives. The percentage of communicat ion on 

various business channels is plotted below. Here the 

major communication takes place through telephone 

which in the shown in Figure 1 as speaking and 

listening. 

 
Traits in Telephone Etiquette  
Kinesics is name g iven to the study of the body‟s 

physical movements. In other words it is the study of 

body‟s physical movements. In other words it is the 

way the body communicates without words. Whereas in 

telephonic communication, on ly words communicate. 

The speaker or the listener is not aware of each others 

personal appearance, posture, gesture, facial expression 

and eye contact. Only nonverbal vocal cues expresses 

the information regard ing. The impression lies on what 

he hears. In the telephonic calls the main  cue is voice. 

So the quality of the voice must be trained to the 

optimum impact it may be resonant, soft and alluring. 

Volume must be dependent on situation so that it must 

be audible and clear. Pace, which is the number of 

words spoken per minute, must be taken care so as to fit 

in reasonable time. Well balanced pitch must be 

maintained for clear and effect ive tone. The sounds 

must be uttered properly to g rasp the meaning of the 

words in exact sense. The voice must be flexib le and 

vital. In the professional world t ime is a valuable 

commodity so that crucial good timing must be 

followed and maintained. Stages on a telephone call 

such as opening stage, warming up, giving the message, 

rounding off, and closing these factors must be 
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remembered while making a call. 

 
How to tackle impatient callers?  
In the corporate sector every day the employees 

encounter with various situation such as sharing 

informat ion, making enquiry, giv ing exp lanation, 

dictating messages etc. However there may be some 

situation where they should stay calm. They must equip 

themselves to be polite and diplomat ic. Always they 

must be ready to resolve the problem or conflict. 

 
Importance of listening  
Listening is the most important passive activity in 

telephonic communicat ion. The signals must be 

decoded accurately which is received from the speaker. 

In fact the communication process will be a failure 

without listening. It is a voluntary process of receiving, 

interpreting and reacting to  the message received from 

the speaker. After the message being conveyed in order 

to crosscheck you can ask questions like “so you mean 
to say…., If I have understood you correctly….., Is this 

your point..etc 

 
Making and answering calls   
If we are working on a busy switch board we will be in 

situation to make calls to d ifferent kinds of people not 

only in  India even to the other part  of the world. As the 

global economy grows the world is shrinking into a 

global village. So people must work trade and 

communicate with each other. So  it  is essential for the 

corporate employees to understand and respect the 

culture of each other and greet  each other to pro long an 

affable contiguous. Smiling before picking uf the call 

helps in this regard. 
 

 
Telephone etiquette at work  
Always must be prompt whenever possible in  

answering the phone. Whenever we are picking the 

calls we must be prepared and know to handle the call 

because we may not know how simple and complex 

might be the nature of the call. Informat ion you could 

be looking to gather might include the caller‟s name, 

company name, time and date of the call, reason for the 

call and their contact details. Before ending the call it  is 

good to practice to let the caller hang up before you do. 

 
How to end a conversation gracefully  
There are several ways to end a phone call. Even 

though business people must fo llow the basic courtesy 

during business correspondence Whenever you make a 

call at end you must leave the conversation open . 

Remember to promise your discussion to finish your 

discussion at some other time .End on an “up” note  
.Tell the person how much you enjoyed speaking with 

him or her. As long as we are honest and polite with the 

other person you will not have any problems getting of 

the phone. 

 
Importance of Telephone in the Business Scenario  
Based on a poll among the employees of a mult inational 

company the following pie chart is plotted. About 45% 

of business transaction is done through phone and 

remain ing 35% through Email and 20% through postal 

services.  
Nowadays cell phones play a major role in business 

world  and business people make calls on their cell 

phones as they commute. The latest cell phones can 

handle additional communication functions. Although 

cell phones are extremely convenient business people 

should be aware o f how and when to adjust their calling 

habits. 

 
Common Telephone courtesy Hints   
Make sure that your conversation with the busy people 

is as brief as possible. The message should not take 

longer than two minutes.  
Be accurate. Specifically what callers should do.  

 
 Time your calls so as not to interfere with the 

work schedule of those you call.  
 

 Make business calls well before the close of 

office hours.  
 

 Priorit ize the informat ion by giv ing the most 

information first.  

 
Conclusion  
This huge transformat ion could be achieved by 

changing the traditional method of teaching English to 
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communicat ive method of teaching English. Real life 

situations must be used as a tool to improve the 

language proficiency. The students must be given 

opportunity to participate, interact and communicate to 

understand the situations where they are going to apply 

their language skill. The syllabus should be redesigned 

based upon the perspective of the companies. Skillset 

enhancement techniques such as telephone etiquette - 

core stuff must be imparted in  the syllabus to suffice 

the demand of the corporate world. 
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