


















































































































































































































































Portfolios, as referred to above, can provide such comprehensive information. 

5.3 Communication and interpersonal skills 

During the interviews with the vanous categories of respondents, namely employers, 

lecturers and secretaries regarding Telephone Etiquette it was evident that there might be 

a need to equip all employees, including management, with effective communication -

and interpersonal skills. These include aspects such as written - and verbal 

communication, language, vocabulary, language patterns and phraseology, interpersonal 

communication skills, the ability to handle e-mail, cell-phones, and answering machines 

and the ability to make use of the international alphabet. (See Chapter 4). 

5.3.1 Written communication 

Written communication is used as much as verbal communication in all organizations. 

Verbal, written, and non-verbal communication form an integral part of the 

communication in an organization, internally and externally. 

According to Burton, (1997: 139) written communication is as important as telephone 

and face-to-face communication and states that: "Many people find that writing what 

they mean is very much more difficult than saying what they mean and, just like the 

spoken word, there is an art in choosing the correct written word." 
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' 

The only fonn of written communication, for the purpose of this study, is the taking of 

telephone messages. 

From the interviews conducted, it seems that for the efficient and effective taking of 

telephone messages, one needs more that just written communication skills (see Chapter 

4, par 4 .3.1.5 sub-par. 4.3.1.5.1.). 

"Taking telephone messages may seem a simple enough task, but all to often 

messages are incorrect, incomplete or not passed on. At best this is unprofessional, 

at worst it can have disastrous consequences"(Burton, 1997: 62). 

Important aspects with regard to correct message taking includes: 

1) Delivering the message within an acceptable time-scale. Of importance 

too is that the receiver of the message uses his or her own initiative in 

deciding on the action to be taken if the person for whom the message is 

attended for is not available for a certain time or days. It might even be 

possible that the receiver of the messages will have to contact the caller to 

explain the delay. 

2) Accuracy. The following infonnation should be obtained from the caller 

and checked with him or her before ending the call: 

• Who the message is for; preferably the name and surname, 

• The name and other details of the person who called, 

• The caller 's telephone number, plus the area code, 
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the date and time the message was taken. (See par. 4.3.1.10, a) 

and b). 

• The message itself. Keep it as short and precise as possible, 

without having to leave out important detail. Language 

proficiency also comes into play. 

• The action the colleague is to take, e.g. "phone back or left a 

message. 

• Who took the message. 

3) Never commit anybody to an action that cannot be guaranteed, for e.g. 

indicating a time scale that is likely to pass before returning the call. 

4) Listen carefully to what the caller is saying and ensure that the message is 

understood correctly to prevent a distorted message being received. 

Some companies use standard telephone message pads that prompt the asking of relevant 

questions. Modem information technology makes it easy enough to design ones own 

customised message pad/form (Burton, 1997: 61-63). 
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5. 3. 2 Verbal communication skills 

Research has proven that more often than not, the success of interaction between people 

depend on interpersonal aspects rather than on the content of the interaction. During any 

verbal interaction the success of the transfer of the message can be translated to vocal 

quality and content of the interaction. During any direct interaction three aspects are 

important, namely, body language which determine 58%, vocal quality 35% and content 

7%. With Telephone Etiquette body language is not relevant, therefore the 58% gets 

added to vocal quality. This implies that the interpersonal intention and emotional 

behaviour of both parties, during a telephonic interaction, is very important. The 

Institute of Personnel Management (1998: 83), states that "Since communication is at 

the heart of each organisation's functioning, we need to identify and analyse the 

styles of communication." 

According to Lomas (Career Success, September, 1996) the components are as follows: 

"55% Non verbal communication ... 38% Vocal component ... 7% verbal component". 

And "Conversation - the actual words a person uses- makes up the final 7 percent of 

a person's total initial impact". 
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For the purpose of this study, verbal communication will refer to: 

a) Voice application 

To communicate effectively the receiver of a telephone call needs to pay attention to his 

or her own voice quality. Within the first few seconds of the verbal interaction the caller 

will make a positive or negative association with the receiver, or company called. 

The manner in which the votce ts used has an effect on creating an tmage either 

professionally or otherwise. 

"Even if your telephone technique is excellent, if the voice is not used to good effect, 

the impression the caller forms of the person to whom they are speaking may not be 

favourable"(Burton, 1997:50). 

One needs to speak slowly and carefully to indicate interest in the caller personally and in 

the problem (Fielding, 1996: 234). 

This first interaction relates directly to the voice quality of the receiver and includes four 

major aspects (Business Presentation Skills, 1997: 13) namely, 

i) Pitch and tone 

The pitch and tone of voice or modulation indicate to the other party how mature 

the other person is. 

lll 

© Central University of Technology, Free State



ii) Projection 

Projection indicates how loud or soft a person speaks. This therefore refers to the 

volume of the speakers voice and indicates how confident the speaker is. 

iii) Pace 

Pace indicates how fast the person speaks, as well as the levels of energy of the 

speaker. 

iv) Pause 

Pause indicates the time the speaker will allow the listener to respond before 

replying or giving feedback. 

To be able to understand how the voice can make an impression on the caller, the need 

exists to examine each component of the voice. This should include the aspects sited 

above, including emphasis and clarity (Burton, 1997: 50-52). 

Emphasis, according to Burton, (1997: 50), refers to that as being an aspect of voice use 

that could change the meaning of a phrase or sentence. 

"Overall, emphasis is a useful and important element of the voice which gives 

additional interest and meaning to what is being said, but if used carelessly, can 

betray personal opinions, which are best not disclosed." 

Clarity of the voice is of importance especially when dealing with foreigners or people 

from different regions where the dialect may be different. "Pace and volume play an 
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important part in ensuring the voice is clear, as words may be lost or unclear if the 

pace is too fast or the volume too low" (Burton, 1997: 52). 

Often it is said: "put a smile in the voice." "Although the caller cannot see the smile, it 

will certainly be heard, " ... and this will make you sound and feel more positive and 

confident" (Burton, 1997: 52). 

b) Vocabulary, Language and Phraseology 

In communication words have specific functions, which are to: 

• "give facts 

• express emotions 

• persuade 

• acknowledge people's presence 

Words on their own have no meaning. They take on meaning as people use them" 

(Fielding, 1996: 173 and 175). 

It is therefore important to pay attention to words or phrases used when conversing over 

the telephone. Casual remarks, words or phrases made to callers, can be damaging to the 

company. The choice of words such as: "not yet returned" or "unavailable at the 

moment" could be very damaging (see par. 3.5.1.3). 

In a business conversation the highest degree of professionalism should be maintained. 
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I The use of slang in a conversation is not professional. Phrases like the following are 

considered being unprofessional: "Hang on, Ta, Bye." 

Burton, (1997: 16) refers to an incident where the following language was used: "We 

don' t just change things willy-nilly, you know and, It sounds to me like you've bitten 

of more than you can chew. Not only was this approach very rude but the language 

was also totally inappropriate." 

In the same vain attention should be given to the use of jargon Fielding, (1996: 195) 

defines jargon as: " ... any language that is hard to understand •.. " 

Burton, (1997: 16) describes it as: " ... the use of industry language that the customer 

would not normally be expected to understand." 

''Customers expect you to speak in a language which they can understand, and may 

either feel embarrassed at having to ask you to explain what you mean, or annoyed 

at which might be considered your superior attitude" (Burton, 1997: 16). 

5. 3. 3 Interpersonal skills 

Burton, (1997: xi) refers to good interpersonal skills as " ... the key to success in any 

job, and in most industries. In a working situation, where employees are in 

continuous contact with each other and with the public, the ability to interact and 

communicate well is essential to the outcome of so much of the work they do." 
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a) Listening skills 

Effective communication requtres effective listening (Institute for Personnel 

Management, 1998: 92 (IPM). All elements involved in the reception and processing 

of the message are aspects of listening. Like many other skills listening must be 

developed by careful, attentive practice. 

Good listening forms part of any job and is one of the key interpersonal skills. Most 

people prefer to talk rather than to listen. It is easy to switch off while listening to 

someone else. It is quite easy to detect when someone has stopped listening (Burton, 

1997: 21). 

According to Fielding, (1996: 233) people stop listening for six reasons: 

• "They make up their minds in advance about what the caller is going to say. 

• Something draws their attention away from the call. 

• The caller has an uninteresting voice 

• The caller has an accent that is hard to understand. 

• They panic because they are inexperienced in handling difficult calls. 

• The caller is angry." 

Listening is a natural process and one of which most people are completely 

unaware. You will have to train yourself to listen carefully to everything that the 

customer says to you, and this takes considerable effort and practice" 

(Burton, 1997: 21). 
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One needs to indicate that: " ... you are listening by saying 'I see' or 'yes' or 'mmm' 

(Fielding, 1996: 234). 

b) Assertiveness, The difficult customer, Emotion and Attitude and Sexual 

harassment 

i) Assertiveness 

Burton, (1997: 192) describes assertiveness as: " ... the art of stating your case 

clearly, concisely and respectfully to others. Assertiveness is a form of 

behaviour which is used to communicate to others when we speak or when 

we use body language. Good communication skills often require a high 

degree of assertiveness to enable us to say what we think, want and feel in a 

way which honest, but at the same time, respects the feeling of others". 

Assertiveness is being pleasantly direct. Being assertive is not the same as being 

aggressive. 

When receiving calls, one sometimes needs to be assertive because: "Assertive 

people will negotiate and work towards a satisfactory solution to a problem 

which is acceptable to both parties. The assertive person has self- confidence 

and personal security and therefore has no need to put others down (Burton, 

1997: 203) (see par.4.1.3.9 (b)). 
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In the implementation of Telephone Etiquette one should also refer to the 

handling of the aggressive caJler. In this regard, Burton (1997: 81) states: "If 

the caller is very aggressive, you might begin to feel your confidence ebb 

away, and it will be at this point that you may begin to sound a little hesitant 

or start to make mistakes. This will only serve to give the caller something 

more to criticize. To be effective you need to strike a delicate balance; 

remain firm but polite and do not allow yourself to become defensive." 

(Refer also to ii) below). 

ii) The difficult customer 

Many of the calls dealt with may be from difficult customers. The difficult caller 

is usually someone who is very angry or irritable before making the call, perhaps 

totally unrelated to the company being contacted at that specific time. Other 

callers might just be downright nasty. There is very little one can do to please 

such callers and " . . . they are likely to huff and puff and show their irritation 

and displeasure no matter how well the call is dealt with"(Burton, (1997: 

81). 

Having to deal with such callers can be a very unnerving experience, but never the 

less needs to be dealt with in the most professional way possible, remain calm and 

avoid being unpleasant back. What should be remembered however is that the 

abuse is not directed to the receiver personally. 
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"If people do behave badly, or in a way you dislike, or that upsets you, don't 

take it personally. Don't personalise"(Amos, 1999: 14). 

"If you do respond in a rude or unpleasant manner this will simply 

exacerbate the problem, ... " (Burton, 1997: 81). 

iii) Emotion and attitude 

Emotion and attitude play an important role in the "how" ofT elephone Etiquette 

(see par. 4.1.3 .9, fand h). 

"One of the main ingredients of good customer care is a positive attitude" 

(Burton, 1997: 26). 

Emotion and attitude also includes politeness, and efficiency. 

With reference to politeness and efficiency Burton, (1997: 29) indicates: "Being 

polite to customers is essential at all times. Try to find out the customer's 

name early on in the conversation, and use it when speaking to them. At 

some point in the conversation - whether face-to-face or over the telephone -

give your own name. Not only does this help to build a personal relationship 

between you and the customer, but also allows the customer to ask for you by 

name whenever he or she needs to contact your office. This is especially 

important with telephone conversations, as you cannot be seen visually. 

Being efficient is a combination of your knowledge, skill and attitude." 
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iv) Sexual Harassment 

Sexual harassment does not occur only in the physical work environment, but 

could also occur during a telephone conversation. Robbins, (1998: 408-409), 

defines sexual harassment as: " ... unwelcome advances, requests for sexual 

favors, and other verbal or physical conduct of a sexual nature." 

Organisations have generally made progress in the last few years in: " .. .limiting 

overt forms of sexual harassment of female employees. This includes, 

recurring requests for dates when it is made clear the woman isn't 

interested." 

It could also be a more subtle form like: " ... misinterpretation of where the line 

between "being friendly" end, and "harassment" begins." 

Sexual harassment is all about power. 

5.3.4 The use of E-mail and answer phones. 

E-mail refers to electronic mail and is used by means of computer links. The electronic 

mail system makes it possible to send messages via computers to other people outside the 

organisastion, if their e-mail address is known. "Studies have shown that electronic 

mail significantly reduces the amount of inter-office mail, photocopying and time on 

the telephone" (Fielding, 1996: 332). 
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On the downside though, e-mail does not "convey the emotions and nuances that come 

trough from verbal intonations in telephone conversations" (Robbins, 1998: 335). 

The same technique used to ensure that a message is readable and understood correctly, 

is applicable to all other messages received, by phone or otherwise (Fielding, 1996: 

540). 

Very much the same technique should be followed when retrieving messages from an 

answer phone as would be when taking telephone messages, " ••• except that in the case 

of a very long message it may be necessary to paraphrase, so it is important that 

although the message is brief, it is still meaningful to the person for whom it is 

intended" (Burton, 1997: 70). 

5.3.5 International Alphabet 

An aspect that is needed to aid communication skills is the international alphabet or 

known also as the phonetic alphabet. 

"This is a list of words that are recognized as indicating certain letters of the 

alphabet, and serves to ensure that they are not confused with any other" (Burton, 

1997: 74). 
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5.4 Summary 

In this chapter literature was analysed regarding recent trends and opinions related to 

training methodology, written and verbal communication, and the value of interpersonal 

skills. 
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CHAPTER 6: CONCLUSION AND RECOMMENDATIONS 

6.1 Introduction 

In this chapter conclusions and recommendations will be described and discussed. 

Before formulating the conclusions and recommendations of the study, the researcher 

will quote the aims and objectives of the study again. 

6.2 Aim 

The aim of this study is to develop a training framework for Telephone Etiquette in terms 

of the South African Quality Assurance (SAQA). This includes the determining of the 

NQF-level of competence. 

To reach the above aim, the following objectives are relevant: 

Objective 1 

To evaluate existing Telephone Etiquette with re~ard to the requirements of Corporate 

Business by interviewing respondents from iiYdustry lhd tertiary institutions 

Objective 2 

To design a model for a learning curriculum. 
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6.3 Conclusions 

The following are the conclusions derived at regarding the present state of Telephone 

Etiquette. 

6.3.1 Present teaching and training of Telephone Etiquette 

6. 3.1.1 Content of courses 

Present content does not seem to be relevant enough regarding present needs and changes 

in the application of Telephone Etiquette (see par. 3 .4.1 and 3 .4.1.1 - 3 .4.1.5). 

6.3.1.2 Methodology of present courses 

It is clear from the data that traditional lecturing methods are still being applied (see par. 

3.4.2 -3.4.2.5). 

6.3.1.3. Duration of training 

From the data obtained it is clear that Institutions of Higher Learning differ vastly in the 

time spent on the training of Telephone Etiquette (see par. 3.4.3). 

6.3.2 Present application of Telephone Etiquette 

With regard to the present application of Telephone Etiquette, the following conclusions 

are derived at: 
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6. 3. 2.1 Incoming calls 

When the response of interviews, conducted with employers and secretaries, are 

compared with the response and material received from lecturers, it seems that the 

importance of the "how" and "why" of incoming calls is not sufficiently emphasized. It 

also seems that lecturers in Telephone Etiquette are not in touch with requirements set by 

corporate business (see par. 3.5.1.1 to 3.5.1.8). A further conclusion is that secretaries, 

on average, spend 70% of their time answering the telephone. 

6. 3. 2. 2 Outgoing calls 

The conclusion in this regard is that managers seem to prefer that their secretaries make 

outgoing calls on their behalf (see par.3.5.2). 

6.3.2.3 Messages 

The taking down of precise and accurate messages seems to be problematic (see par. 

3.5.3). In this regard the importance and application of language proficiency, also needs 

to be referred to (see par. 3.5 .5). 

6. 3. 2. -1 Visitors 

The conclusion reached regarding the simultaneous answering of the phone and receiving 

visitors, is that the answering of the telephone has precedents over attending to a visitor 

(see par. 3.5.4). 
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1 6. 3. 2. 5 Language proficiency 

It seems that not enough emphasis is placed on the importance of being efficient in 

English. Being able to answer the telephone correctly and take clear, concise messages 

one needs to be efficient in the language in which the communication takes place (see 

par. 3.5.5 and 3.5.3). 

6.3.2.6 Handling media 

It is clear from the data that traditional lecturing methods are still being applied (see par. 

6.3.1). 

Further more, it seems that the practical application m the use of the telephone 1s 

neglected (see par. 3.4.2-3.4.2.5, 6.3.1 , and 4.3 .1.7). 

6.3.2. 7 In-house training, orientation, and additional training 

The data clearly indicates that corporate businesses need to take notice of the need for 

and application of in-house training, orientation and or the additional training of 

Telephone Etiquette (see par. 3.5.7,3.5 .71 , and 3.5.7.2). 

6. 3. 2. 8 Telephone Etiquette to be included if! all qualifications 

The response referred to in paragraph 3. 5. 8, clearly indicates the need for Telephone 

Etiquette to be included in all qualifications offered at Institutions of Higher Learning . 
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6.3.3 Needs and problems 

The needs and problems relating to Telephone Etiquette include the following: 

6. 3. 3.1 Cell phones, tele-sales and answering machines 

Students and staff need training with regarding cell. phones, (see par. 4.3.1.1), tele-sales 

and answering machines (see par. 4.3.1.2 and 4.3.1.3). 

6. 3. 3. 2 Language preference and language proficiency 

From the interviews it is clear that the emphasis is on English. Language proficiency, 

which includes written and verbal communication, is of the utmost importance (see 

par.4.3 .1.5.1 and 4.3.1.5.2 a to f). 

6.3.3.3 E-Mail 

It is clear from the respondents that more than 50% is of the opinion that E-Mail will, at 

present, not have an affect on the amount of telephone calls made. Aspects as referred to 

in the previous paragraph, are therefore still a need in the training ofT elephone Etiquette 

(see par. 5.3.4). 

6. 3. 3. -1 Practical application 

The practical application in the training of Telephone Etiquette seems to be of great 

importance. This includes the malcing use of role-play, simulation and experiential 

learning (see par. 4.3.1. 7 a to c). 
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6.3.3.5 International alphabet 

It is clear from the respondents that this aspect is not included m the training of 

Telephone Etiquette. It is however of importance in the taking down of clear and 

efficient messages as well as names and surnames (see par. 4.3.1.8 and 5.3.5). 

6.3.3.6 Interpersonal skills 

According to the response from respondents this aspect is of the utmost importance, and 

includes many aspects (see par. 4.1.3 .9 a to h). 

6. 3. 3. 7 Messages 

Included is the taking down of messages as well as important information (see par. 

4.3.1.10). 

6. 3. 3. 8 Terminology 

The fact that each Institution of Higher Learning uses its own terminology for the training 

of Telephone Etiquette poses a problem. The need thus arises that a common term be 

used (see par. 4.3.2.1 a and b). 

6. 3. 3. 9 Call centers 

The establishment of call centers seems to be a fairly new development in South Africa. 

As the only communication with clients, by these call centers, are by means of the 

telephone, the requirements of these centers, with regard to Telephone Etiquette, be 

included in the training of students (see par. 4.3 .3 ). 
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6. 3. 3.10 Phrases or words not to be used 

The response from respondents clearly indicates that certain words or phrases should not 

be used when answering the telephone or transferring calls. The use of certain words or 

phrases could therefore be problematic (see par. 4.3.4.1 to 4.3.4.2). 

The introduction or identification used when answering incoming calls also poses 

problems. These include the use of the company or personal names and the image that is 

portrayed (see par.4.3 .7. l and 4.3.7.2). 

6. 3. 3.11 Different technique application 

The application of the manner in which women and men are addressed seem to be 

different. The need thus arises that students should be trained on these differences and 

how it influences the manner in which calls are dealt with (see par. 4.3.5 and 6.3.3.10). 

6. 3. 3.12 Training 

Many aspects with regard to the training of Telephone Etiquette seem to be problematic. 

These include aspects on the media and methods used, the content of the syllabi, the 

making use of language laboratories, compulsory training and time spent on training (see 

par. 4.3 .6 a to f). 

6. 3. 3.13 Important requirements with regard to Telephone Etiquette 

The requirements with regard to Telephone Etiquette seem to be diverse. The needs for 

these requirements need to be addressed (see par. 4.3.8). 
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6. 3. 3.1..:1 Dissemination and Evaluation 

With reference to Fig 4.3 it is obvious that Dissemination and Evaluation is non-existent 

(see par. 4 .5). 

6.4 Recommendations 

6.4.1 Importance oftraining Telephone Etiquette 

It is recommended that students, lecturers/trainers, and corporate business alike, take 

training on Telephone Etiquette seriously. Respondent (E2: 12) indicated the following: 

" ... although Mr. so-and-so said this or that, they never take him serious on the phone. 

They take him serious when you are in a one-on-one situation ... ". 

This respondent also indicated " ... there is a big question for that (telephone training) in 

the work place. " 

There needs to be a change in the rnindset of corporate business that employees do not 

need training in "answering the telephone" (E2: 8). 

All courses/short courses on Telephone Etiquette should be registered with SAQA so as 

to standardize the training with regard to content and outcomes (see par. 3. 5. 7 to 3. 5. 7. 2, 

4.3.6 (e) and 6.3 .2.7). 
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6.4.2 Methodology 

The training should incorporate the application of practical training to the maximum. 

The incorporation of applicable media, laboratories, office simulation and role-play 

should be utilized to its full extent. Students should be given the opportunity to practice 

the answering the telephone and applying the rules of telephone usage. Lecturers/trainers 

should do away with traditional lecturing methods. The importance of OBE should be 

kept in mind, with special reference to the implementation of cross-field outcomes (see 

par. 3.4.2 to 3.4.2. 5, 3.5.6, 4.3.1.7, 4 .3.6, 5.2, 5.2. 1, 5.2.1.1, 5.2.1.2, 5.2.1.6, 

6.3.1.2,6.3.2.6, 6.3.3.4 and 6 .3.3.11). 

It is further recommended that the training of Telephone Etiquette be done in smaller 

groups and that all available laboratories be fully utilized. 

While taking part in Sertec -evaluation visits it was realized that many Institutions 

of Higher Education have, for example, fully equipped language laboratories but these 

are not incorporated in the training of Telephone Etiquette. 

6.4.3 Duration and content ofthe training 

The time allocated and the content of the course as offered by Institions of Higher 

Learning should be standardized (see par. 3.4.3, 4.3.1 to 4.3.1.5 .2 and 4.3.6 (f)) . 

The content should include aspects regarding the following: 
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• In-corning and out-going calls (see par. 3.4.1- 3.4.1.5, 3.5.1-3 .5.2, 3.5.1.1 to 

3.5.1.8, 3.5.2, 4 .3.5 and 4.3. 7 to 4.3. 7.2). 

• Handling of visitors while on the telephone and social calls (see par. 3.5.4, 4.3.9 

and 6.3.2.4). 

• The correct and efficient taking down of messages (see par. 3.5.3, 4.3. 1.10, 

6.3.2.3 and 6.3.3.6). 

• Communication. All aspects of verbal, written and non-verbal communication. 

This should also include voice training (see par.4.3.1.5 to 4.3.1.5.2, 5.3 and 5.3.1, 

and 5.3.2). 

• Interpersonal skills. All aspects, with special reference to listening skills (see par. 

4.1.3.9, 5.3.3 and 6.3 .3.5). 

• The handling of cell phones, tele-sales and answering machines (see par. 4.3.1.1, 

4.3 .1.2, 4.3.1.3 and 6.3.3 .1). 

• Language proficiency and language preference (see par. 3.5.5, 4.3.1.4 to 4.3.1.5, 

6.3.3.2 and 6.3.2.5). 

• International alphabet (see par. 5.3.4, 4.3. 1.8 and 6.3.3.5). 

• Phrases and words not to be used (see par. 4.3.4 to 4.3.4.2 and 6.3.3.9). 

• Differences in handling men and women on the telephone (see par.4.3.5 and 

6.3.3.10). 

• All additional requirements as indicated by respondents (see par.4.3.5 and 4.3.8). 

Present courses should be re-written to include relevant content and according to the 

requirements of SAQA (see par. 1.6. 7, 1.6.8, 1.6.9, 1.6.11, 3.4.1, 3.4.1.1 , 3.4.1.5, 4.3 .8, 

6.3.1.1 and 6.3.3.12). 
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6.4.4 Call centers 

As referred to in paragraph 6.3.3.8 these centers are still fairly new in South Africa. 

According to respondent E2: 14, there is a definite need for the training of staff for these 

centers. As indicated further: "If you don't have a module on call centers, it is something 

you will have to look at because the market is definitely demanding. And this should be 

included in the module on telephone techniques" (see also par. 4 .3.3 and 6.3.3.8) 

In the Sunday Times, Business Times, June 11, 2000, the following was said by Leigh 

Anne O'Brien of Europe Assistance: "I used to employ staff direct from hospitals, 

(used for agents for a Health Call Center), so they had no specific call center skills. 

The results were poor service, no telephone techniques, no manners and plenty of 

unhappy customers." 

6.4.5 E-Mail 

Students should be trained practically on the receiving and sending of e-mail (see par. 

4.3.1.6, 5.3.4, and 6.3.3.3). 

6.4.6 Terminology 

The outcomes, as referred to in OBE, should correspond (see par. 6.3.2 to 6.3.2.8). It is 

further recommended that the name, by which the module/unit on Telephone Etiquette is 
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known, be standardized and be identified by using the term "Telephone Management 

skills" (see par 1.6.1 to 1.6.3, 4 .3 .2.1, and 6.3 .3, 7). 

6.4. 7 All qualifications to include Telephone Etiquette 

It is recommended that all programs offered by Technikons and other Institutions of 

Higher Learning include a module/unit in "Telephone Management Skills" (see par. 

3.5.8, 4.3.6 (e) (ii), 4.3.6 (e), and 6.3 .2.8). 

6.4.8 Development of curriculum for Telephone Etiquette 

It is recommended that the curriculum in future be designed and developed according to 

sound curriculum criteria and principles (see par. 4.5). 

6.4.9 Outcomes and cross-field outcomes 

Clear outcomes and cross-field outcomes are to be formulated (see par. 1.6. 7 and 5.2.1 to 

5.2.1.6). 

6.5 Implications of this study 

This study focused on a specific context, namely the inclusion and importance of 

Telephone Etiquette included in various programs and perceived by lecturers/trainers, 
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employers and secretaries/employees. It also includes curriculum development with 

reference to the requirements of SAQA and the NQF. Worthwhile insight has been 

obtained with this study and can serve as a guideline for implementation at Institutions of 

Higher Learning. 

6.6 Shortcomings 

Shortcomings of this study are seen to be that present students in Institutions for Higher 

Education were not interviewed. More inputs from employers could also have been 

obtained. 

6. 7 Further research 

Given the data obtained with this study, it is clear that not all avenues regarding the 

subject have been researched. Further research on this topic could be undertaken. 

Curriculum development could also be researched further in lieu of the SAQA 

requirements and OBE. 

6.8 Self critique 

During this study it has been realized that members of the teaching paternity are not eager 

to share documentation and are also not willing to part with such documentation. 

Difficulty in obtaining interviews was also experienced. 

134 

© Central University of Technology, Free State



On the positive side this study has brought about the realization of how important it is to 

keep abreast with developments in the office environment, and shortcomings in the 

presentation ofT elephone Etiquette. 

This study has also indicated the reluctance of lecturers/trainers to use modem 

methodologies in the teaching/training of the subject as well as a reluctance to fully 

utilize available laboratories. 

6.9 Final conclusion 

The aim to determine the skills, practices and knowledge on Telephone Etiquette, as 

applied to the requirements of SAQA and the NQF is determined satisfactory. 

The study therefore once agam emphasizes the importance and shortcomings of 

Telephone Etiquette as contained in the different programmes offered at different 

Institutions of Higher Learning. 

It is trusted that this study will encourage lecturers/trainers and students alike to realize 

the importance, need and practicing of effective Telephone Etiquette in the world at 

work. 
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