
“Guidelines to Using Professional Phone Answering Services” 

Certainly! Here are some guidelines to keep in mind when using professional phone 
answering services:


1. **Clear Communication**: Provide detailed instructions about how calls should be 
answered, what information should be collected, and any specific protocols to follow.


2. **Scripting**: Develop a concise and professional script that the operators can use 
to ensure consistency in messaging.


3. **Call Routing**: Clearly define call routing procedures based on the nature of the 
call. Emergency calls, sales inquiries, customer support issues, etc., might need 
different routing paths.


4. **Contact Information**: Make sure the operators have updated contact 
information for key personnel in case they need to escalate a call.


5. **Message Recording**: Specify how messages should be taken and delivered. 
Include essential details such as caller's name, contact information, reason for calling, 
and any urgent matters.


6. **Operating Hours**: Clearly communicate your operating hours to the answering 
service to avoid any confusion with callers.


7. **Emergency Protocols**: Provide instructions on how to handle urgent or 
emergency situations and when to escalate calls immediately.


8. **Training**: If possible, conduct training sessions or provide materials to familiarize 
operators with your company, products, and services.


9. **Feedback Loop**: Establish a feedback loop with the answering service to 
address any issues, refine scripts, and improve call handling.


10. **Privacy and Security**: Emphasize the importance of maintaining caller privacy 
and complying with data protection regulations.


11. **Regular Updates**: Keep the answering service informed about any changes in 
your business operations, contact information, or procedures.


12. **Customization**: Choose a service that allows customization to match your 
company's branding and tone of communication.


13. **Trial Period**: Consider starting with a trial period to assess the service's 
effectiveness before committing to a long-term contract.




14. **Monitoring and Quality Control**: Regularly review call recordings and 
transcripts to ensure the service is meeting your expectations.


15. **Cost Considerations**: Understand the pricing structure and ensure it aligns 
with your budget and expected call volume.


16. **Onboarding Process**: Provide the answering service with comprehensive 
information during the onboarding process to ensure a smooth transition.


17. **Backup Plans**: Have contingency plans in place in case of technical issues or 
service disruptions.


Remember that effective communication and collaboration with the answering service 
are key to providing seamless customer experiences.


