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APPENDIX E 
Guidelines for Model Customer Service 

 
$ Guidelines for Effective Communication 
 

Putting Callers on Hold: 
1. Always ask callers if you may put them on hold.   
2. Wait for a response. 
3. Tell callers why they are being put on hold. 
4. Get back quickly to the person on hold. 
 

Transferring Calls: 
1. Explain why the caller is being transferred and to whom. 
2. Ask the caller if he or she minds being transferred.  
3. Make sure someone is there to answer the call before you hang up.  
4. Tell the person to whom you are transferring the call the caller’s name and 

the nature of the call. 
 
$ Guidelines for Telephone Calls 
 

1. Personally answer the main line in each department. When times are too 
busy and the call goes to voicemail, provide choices for the departments 
where they can leave a message. 

2. Answer all calls within three rings. 
3. Greet each caller with the name of the department and your name “Austin 

ISD Office of Accountability. This is Mary Brown. How may I help you?” 
4. Give each caller your full attention.  If it is an urgent call, especially from a 

parent, take responsibility for seeing the problem is resolved. 
5. Give callers a choice before transferring them to voicemail. 
6. Change your voicemail message to reflect when you are out of the office for 2 

or more days and give callers an alternative person to call. 
7. Return most calls within 24-48 hours. 
8. Provide the number that a call is being transferred to and stay on the line until 

the call is successfully transferred. Ask the caller to call you back if the call 
goes awry.
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$ Guidelines for Dealing with Difficult Customers 
 

1. Let the customer vent and listen.  Don’t argue. Don’t defend.   
 
2. Don’t interrupt. Avoid getting trapped in a negative filter by putting a label on 

the customer. 
 

3. Express empathy to the customer. 
 
4. Listen attentively and show you are listening. 
 
5. Ask questions to help clarify your understanding of the concern. 
 
6. Offer options and agree on next steps. 
 
7. Thank the customer. 
 
8. Take action and follow through, involving your supervisor if necessary. 

 
$ Guidelines for Walk-Ins and Visitors 
 

1. Greet each walk-in or visitor immediately and if necessary, ask him or her to 
wait until you are done with the customer you are currently working with. 

2. Let non-English speaking visitors know you will get them assistance in their 
language as soon as possible. 

3. Thank all walk-ins and visitors for coming in. 
4. Tell people when you do not know the answer and then refer them to 

someone who does. 
 


