
 
 

II. Policies and Procedures    
 

                                                       
 
 

TELEPHONE PROTOCOL 
 
ONS is committed to providing the highest quality of customer service to our patients.  
To that end, these basics of telephone etiquette must be followed.  Inappropriate handling 
of telephone communications may be grounds for disciplinary action. 
 

1. All telephone calls must be answered by the third ring.  If you are on another line 
or conversing with someone else, politely pause that conversation and pick up the 
phone in your area. 

 
2. Answer with a friendly greeting and a smile, identifying yourself and the name of 

the organization. Your smile shows even through the phone line.  
 

3. Politely ask the caller for their name.  This shows your interest in them.  If you 
have asked their name, use it in your conversation with them. 

 
4. Speak clearly and slowly.  Never have something in your mouth – this includes 

gum. 
 

5. Ask permission before placing a caller on hold and wait for their response. 
 

6. If the caller asks why they are being placed on hold, provide an answer.  For 
example, “would you mind holding while I pull your file?” or “Can you please 
hold while I see if the doctor can take your call now?” 

 
7. Check in frequently when someone is on hold to assure them you are still working 

on their issue – at least every 30 seconds. 
 

8. If a problem will take more than a few minutes to resolve, offer to research the 
issue and get back to them if they prefer. 

 
9. Call-backs must be done within 30 minutes.  If the issue takes longer to resolve, 

call the client back within 30 minutes to explain  
 

10. Always thank the caller when taking them off hold. 
 

11. Transfer the person to the desired person’s extension, not the phone room. 
 



12. Advise the caller of the name of the person you are transferring them to. Tell them 
that if the person doesn’t pick up, it is because they are either with a patient or on 
another call, and “to leave a message and the call will be returned”.  If the call is 
for non-medical staff (anyone other than nurses, PAs or doctors), you may give 
the caller their extension in case they would like to attempt the call again later.  

 
13. If the caller will be transferred to voicemail, tell them before transferring them 

there.  Offer to take a message if they prefer. 
 

14. Announce the caller and briefly describe their issue when possible to preclude the 
client from having to do so again. 

 
15. Before hanging up, ask the caller if all of their questions have been resolved.  For 

example, “Is there something else I can help you with?” 
 

16. End with a pleasantry.  For example, “Thank you for calling ONS,” or “Have a 
nice day.” 

 
17. Let the caller hang up first.  This shows you weren’t in a rush to get off the phone 

with them. 
 


