Flow chart

Angent answers
the Call

Make sure call is
answered
promptly (within
3 rings)

View incoming Que
Name on Call Script

Hello, you've reached
[Company Name]. This

is [Your Name]. How
may | help you?

Tailor opening
statement based
on caller's reason

for calling

| understand you have a
question about your
recent order. I'll do my

best to provide you with
Order Status the information you
need.

Undefined

If purpose is unclear,

ask for more
iInformation

Provide Status of order

Could you please
provide me with a brief
description of the issue

you're facing?

Additional Tips

Maintain a
pleasant and
enthusiastic

tone

Request
permission for

brief hold, if
necessary

Address caller
by their name

Inform caller
of escalation/
transfer
pProcess

Show empathy and

active listening

Use courteous
and professional
language

Ensure not to
keep caller
waiting for more
than 45 seconds

Transfer all Sales
calls to the Inside
Sales team

I'm here to help
you with any
questions or
concerns you

may have.

ADDITIONAL TIPS

Ensure caller feels
valued and
understood

If hold time
will be longer,
inform caller
and offer to
call back



