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1) a person, usually and official, who is in charge of the records, correspondence,
minutes of meetings, and related affairs of an organization, company, association,
etc.

2) aperson employed to handle correspondence and do routine work in a business office,




usually involving taking dictation, typing, filling, and the like.
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WHAT TO SAY ON THE TELEPHONE WHEN-:--

1. YOU PLACE SOMEONE ON HOLD

Situation

A customer is in the middle of a very long story, and your other lines are ringing
off the hook. You must place him on hold.

2. YOUR MANAGER IS NOT IN

Situation

A client calls and your supervisor is not in. He is on vacation for two weeks.

3. YOUR MANAGER IS IN BUT NOT TAKING CALLS

Situation:



Your manager is behind in his paperwork and instructs you not to take calls for the

next four hours. A customer calls and insists on talking with him.

4. THE CALLER REFUSES TO GIVE YOU A NAME

Situation:
You begin the screening process on a call, and the person refuses to give you his
name. You have specific instructions from your supervisor that you are to get the

person’ s name before transferring calls

5. YOU MUST KNOW WHY THE PERSON IS CALLING

Situation:

You have the person’ s name, and now must find out why he is calling.

6. THE CALLER SAYS, ” YOUR MANAGER HAS THE NUMBER”

Situation:
You are instructed to get telephone numbers from people when they leave messages.

Nine times out of ten, they say, ” he has the number.”

7. A CALL HAS NOT BEEN RETURNED

Situation:
A customer calls and says, ” This is the third time I’ ve called today.l’ ve been
calling for weeks.Why hasn’ t he called me back? Are you sure you’ re giving him my

messages?”

8.THE CALLER WANTS SOMETHING THAT IS NOT YOUR JOB TO HANDLE

Situation:

A customer calls and ask you to help him enroll in a seminar your company is giving
thd following week. You have noting to do with the seminar, and know nothing about
it.

9.THEY SAY THEY WERE PROMISED SOMETHING WOULD HAPPEN THAT DIDN’ T

Situation:

A customer is calling to complain that a salesman who works for your company promised
that instruction booklets for the product you sell would arrive the day after the

contract was singned. The instruction booklets have not arrived, and the customer



has been unable to use your product for over a week.
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What to Say to Your Supervisor when-::

1. YOU HAVE MADE A MISTAKE

Situation
Your supervisor is responsible for compiling information included in a report that
goes to all upper—level managers in your company When compiling information, you make

a mathematical error is discovered after the report has been mailed.

2. YOU ARE GOING TO MISS A DEADLINE

Situation:
Your supervisor has specifically said that a report must be compiled by 5:
00p. m. Friday. Figures from Engineering won’ t get in until late Wednesday, and you

are so swamped, this will throw your schedule off by two days

3.YOU ARE CONSTANTLY GIVEN LAST-MINUTE PROJECTS

Situation:

Your supervisor seems oblivious to deadlines. He seems to think that” the” deadline
is “his” deadline, and forgets that you have to have time to do your part.

You constantly receive last-minute and have to kill yourself to bet them finished
in a decent manner and on time. You’ re willing to walk the extra mile, but this is

ridiculous

4. YOUR SUPERVISOR MAKES A STUPID SUGGESTION

Situation:

Your supervisor has just made the dumbest suggestion you ever heard

5. YOUR SUPERVISOR CRITICIZES YOUR WORK

Situation:
Your supervisor looks at a report you have worked very hard to prepare. You are quite
proud of the work you have done and are very surprised when he says” This is very

poorly done. I’ m really disappointbed

6. YOUR SUPERVISOR’ S PERFORMANCE IS AFFECTION YOURS

Situation:

Your supervisor procrastinates so badly when it comes to doing the mail each day,



you end up having to work several weekends in a row to catch up.
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1. Are you always punctual to work?

2. Are you able to adjust your working time with your boss?

3. Do you have good manners in meeting people and handing telephone calls?

4. Can you handle your work independently without a lot of guidance from your boss?
5. Will you consider and think carefully before you take a step further?

6. Does your boss ever find more than three typos after your own proof read?

7. If your boss is out of town, a manager asks for the business plan in order to

draft the coming year’ s budget, will you give it to him/her without consulting

your boss first?



8.

9.

Do you like to discuss with people about your boss and his private life?

After sending a proposal to a client, you found a typing mistake on the quotation,

would you call the client secretly to amend without informing your boss first?

10. Do you decide what to wear each morning before work?
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