
HOW TO ANSWER THE 
PHONE and WIN MORE 

CUSTOMERS
A Manager’s Ultimate Guide to Call Answering 

for Frontline Sales and Service Staff

By Paul Freudenberg

This simple technique will 
increase both the sales and 
the profitability of your team.

TWO CRITICAL HALVES

SIX KEY BEHAVIOURS

SEVEN IMPORTANT STEPS
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When your frontline team applies the 2 halves, 6 behaviours and 7 steps of 
successful call answering, they will notice a distinct improvement in how 
every call starts, how they feel as they answer the call and how the caller 
responds to them.

Generally speaking, we often tend to be too rushed, too transactional and 
too distracted to be fully effective in sales and service. When we feel this way 
it comes through loud and clear to the caller telling them, “you’re not my 
priority right now.”

With the 2-6-7 technique, your frontline staff are going to find answering the 
phone more enjoyable, more rewarding and a lot more profitable.

The 2-6-7 Call Answering 
Technique
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Whether your frontline team work in sales, service, reception or technical 
support, in any situation where calls are received from customers, it is how 
well your frontline team answer the phone that is important to the future 
success of your business.

Many companies fail to recognise the phone as the important business tool 
that it is. On the phone it is possible to learn about a customer’s issues, build 
rapport and increase the customer’s lifetime value, all whilst sitting in an 
office. No need to move, get in the car or compete for their attention via 
social media. 

Although customers may have bought your product or service online, they 
might still call following the initial purchase, whether this be with a problem, 
query or even to make another purchase.

In the case of a complaint, handling this effectively is key and it all starts with 
how the phone is answered.

By using the correct words and inflexion, your frontline team  will create a 
much better impression when they answer the phone which will lead to 
many more successful outcomes and achieve valuable referrals.
Handling stress, both the agent’s own and that of the caller, when dealing 
with a complaint is a particularly important aspect of effective call answering.

When your frontline team apply this 2-6-7 method to call answering, they will 
see a distinct improvement in how they feel and in how the caller interacts 
with them.

They set the tempo for the call when they pick it up, not the caller. They’re in 
charge and that will be self-evident from the start.

Introduction
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Call Answering
Answer the call in a way that delivers the right impression and shows you’re 
in charge of the conversation. It is the start of the call that will drive the final 
outcome of the interaction. 

Call Ownership
This is not an information line, it’s a sales and service line. Authenticity is the 
key here, creating massive value for you and your customer.

Call Management 
This is when you need to show great professionalism. If you can’t 
demonstrate that here, what expectations are you setting for your service 
delivery?

Call Closing
First impressions matter, and last impressions last, so make the call close 
count. Don’t miss this final opportunity to leave a great impression.

The Complete Call: 
Four Stages
There are four stages to managing a call 
successfully that your team need to be aware of.
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Twelve Key Behaviours for a 
Successful Complete Call
These are the 12 Key Behaviours for success on every call:
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Important Notes When Answering the Phone

2-6-7 Call Answering 
Technique

1. When the agent answers the phone, they’re not just communicating 
with the person on the other end of the phone but with everybody they 
know, everyone in their network. The caller’s experience of the agent 
and therefore your business will become those people’s experience of 
you too.

2. First impressions really do count. If a poor first impression is made, 
anything that is done thereafter will be seen through the lens of a poor 
service experience. A great service may subsequently be delivered but 
this will be seen as the exception, not the rule.  

Similarly, if the agent starts off really well and then perhaps drops the 
ball later, that poor service experience will be seen as the exception 
rather than the rule. Customers will be more forgiving if they 
experienced great service from the outset.

3. Remember, this is a sales and service line, they’re not booking an 
appointment with a dentist so it shouldn’t sound as though the call is 
just about arranging an appointment or simply providing information. 

4. Callers want a human experience, not the human interface to a 
business process or bureaucracy so the more relational and engaging 
an agent is with the caller, the better the call will go for them.

The caller is feeling some sort of anxiety. We only ever buy a service or 
product to address a problem we currently face. The caller has a need, a 
problem they’re looking for your help so you need to distinguish between 
the caller’s behaviour and their problem. The caller may not be in a perfect 
frame of mind when the agent answers the call but this shouldn’t put them 
off trying to help.
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Part One: Preparation

The confidence your staff feel will affect the caller’s confidence in your 
business.Check those feelings first. Is your team mentally ready to take the 
call? If they’re feeling stressed, fed up or annoyed for any reason, then they 
need to think of something positive and smile before taking the call. The 
need to park those problems. Things will escalate if they don’t.

Why are they about to pick up the phone? If they’re picking up the phone to 
drive your numbers, your targets, your metrics, then it won’t go so well when 
the caller can’t help them with your objective.

But, if they’re picking up the phone to another human being with a problem 
who is in need of their help and they’re eager to assist, the call will get off to 
a good start.

Their confidence, preparation and enthusiasm will flow down the phone line 
like water down a pipe.

Call Answering:  
Two Halves

Part Two: Execution

Answering the call knowing they’re ready, they have the time and they’re 
knowledgeable will make the call outcome more likely to go well for your 
team. Applying the 2-6-7 Call Answering technique will help make call 
answering more enjoyable and rewarding for both your team and the caller.

Being ready to take the call is critical to a 
successful outcome and is often overlooked. 
This is about having the necessary skills, time 
and expertise to handle different types of 
calls and callers. 
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Six Key Behaviours for 
Call Answering
These are the 6 Key Behaviours for success when 
answering a call.
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Each of the seven steps ensures the call gets off to a great start and carries 
on effectively to the close. However, this is not a script. Just as people are 
different, problems and situations vary so this approach should be adapted 
for each call.

For example, somebody calling for the third time regarding a service issue 
will require a different approach to a first-time sales call.
But, if your team makes this their template, rather than their script, they’ll 
create a greater level of engagement and improved call outcomes.

Call Answering: 
Seven Steps

Preparation

1. Be Ready and Comfortable

Execution

1. Be Welcoming – Say Hello

2. Be Curious – Ask how you can help

3. Be Positive – Make it personal

4. Be Listening – Listen carefully

5. Be Responsive – Confirm you can help

6. Be Engaging – Ask for their name
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1. Be Ready

The Seven Steps

Each step is designed to create the maximum value 
when answering a call.

Answer the phone quickly in no more than three rings.
If an agent is about to dash to an appointment then they’re not ready 
and they don’t have the time to take the call, so they should let a 
colleague answer it or allow it to go to an answering service. If they 
take the call, they risk creating a poor experience for the caller and 
being late for their appointment.

If they’re stressed, the caller with hear this making the caller stressed 
as well which, in turn, will make the agent more stressed and a poor 
impression will be created.

If they’re not comfortable, they will rush the call. Encourage them to 
get comfortable. Sit straight. They’ll be more alert and attentive. If they 
slouch and relax, it will come across over the phone. Mind ready, 
correct posture!
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2. Be Welcoming

Agents should give an opening greeting using the company name and 
their own name using a positive, upbeat tone of voice.

“Good Morning, Widgets & Co, Sam speaking…”

They’ve just generated a picture in the caller’s mind’s eye! A 
permanent mental picture of them has just been created. 

Is it bright, breezy and welcoming? Is the first thing they hear 
someone ready and prepared to take their call, almost waiting for 
them to ring?

If they’ve completed the preparation stage, step one, then they’ll have 
adopted a good tone of voice and will sound ready, welcoming and 
enthusiastic.

3. Be Curious

Then ask how they can help  ..

”How can I help ..”.

They should remember as they ask this question that they’re going to 
help them with the caller’s problem, not navigate through processes, 
form filling and internal bureaucracy.
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4. Be Positive

”How can I help you? ..”

Adding the “you” changes this from being an information line to a 
sales and service line.

The “you” makes it personal and positive. With an upward inflexion it 
becomes a very positive thing to hear, the caller can sense the agent is 
there for them. 

Said with the wrong tone of voice it will take their eye out, so 
completing step 1 is very important here.

5. Be Listening

The agent should let the caller speak and listen carefully to why they 
have called. Let them finish talking.

It’s a good idea to have a note pad at the ready to jot down any salient 
points they mention, the main reason for calling, any important details 
and their name if they give it.
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6. Be Responsive

The caller has just told the agent why 
they’ve called so now the agent can 
tell them how they can help. If they 
hear help is at hand, they will feel 
safe, secure and more relaxed. They 
will know they are in the agent’s 
capable hands so the reply should 
confirm that they can help.

7. Be Engaging

When the agent answered the call, they gave their name but perhaps 
the caller didn’t hear it or they probably can’t remember it and, at that 
point, they were answering as the company. Now they’re themselves, 
they’re making it personal, giving their name again and asking for the 
callers. Exchange names.

“My name is Sam. Can I take your name please”.

Note down their name then use it during the call. Doing this tells the 
caller you’re in charge because after this you proceed to Stage Two, 
Call Ownership

“Ok, I can help you with that.”

Again, don’t forget the “you”. The agent is helping them, the person, 
not executing a well-rehearsed business protocol.
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The 2-6-7 Call Answering 
method is transformative
It’s hard not to feel good when a call is answered using the 2 call halves, 6 
behaviours and 7 steps technique because the agent will feel helpful, 
personable and positive.

HELPING THE CALLER:

How can I help you?

Ok, I can help you with that.

You’re asking how you can help, then confirming you can help. Being helpful 
just makes us feel good, it makes the caller feel good too. Here, you’re saying 
help twice.

USING NAMES

My name is Sam .. (at the start)

My name is Sam, can I take your name please? (at the end)

Using our name makes us feel good too. It makes things personal. Giving 
your name twice says this call is important to you. You’re giving your name 
twice.

SAYING “YOU”

When you say “You” along with offering help, the call becomes very personal 
and positive which makes you and the caller feel good. You’re saying you 
twice.
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Consistency is key in business. By 
applying this template to every call 
across all staff, a business will raise 
profitability, improve customer 
satisfaction levels and increase 
employee engagement. 

And Finally

Once the call has been answered, agents can move onto Call Ownership. This 
is where the heavy lifting is achieved, where the real value is created.

To improve your business performance, apply our Business Improvement 
Framework.

THE NEXT STEP:

We can assess your incoming sales and service call conversations for one 
month and identify ways you can increase the profitability of every call as well as 
service issues, hidden complaints and lost enquiries.

If you'd like to learn more about this, please drop me, Paul, an email. It's a very 
powerful way to boost your profitability and improve your business 
performance over the short and long term.

Now move onto Call 
Ownership

Call us on 01189 145 917 or email paul@awardaroo.co.uk

mailto:paul@awardaroo.co.uk


Conclusion

Being a Relational business makes sense. It benefits your customers, your employees and 
everyone the business touches.

Your business will be more successful and productive, have a culture that is positive and 
energetic, focused on developing staff and creating an environment that values 
innovation.

Your employees will want to stay and grow with the company because they are invested 
in the way the company does business and enjoy coming to work each day. 

Your customers love what you do and are happy to pay for the extra that you offer them 
and will shop with you time after time.

More than anything, being a Relational business is the right thing to do.

About the Author

Paul Freudenberg is a Business Coach and 
Consultant and founder of Awardaroo!. Paul works 
with companies and organisations who want to 
build loyal relationships with their customers, 
employees and suppliers to create truly rewarding 
and profitable places to work in.

At Awardaroo! we help you to create a more 
efficient business, reward the right staff behaviours
and business skills and create an environment that 
encourages growth and exceptional business 
performance.

www.awardaroo.co.uk
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