
YOU ARE YOUR OWN PU B LIC  RE LA TION S COUNSEL

by The Pub l ic  Re la t ions  C o m m it te e

DOES YOUR TE LE PH O N E  PE R S O N A L ITY  R E F L E C T  YOUR TRUE IMAGE

Editor's N ote: This is the first article in a s er ies  devoted  to developing good Public R elations 
between the Ontario Land Surveyor and his client and also betw een our A ssocia tion  and the 
Public♦ It is offered  as a guide without placing any limitation on individual in itiative and in­
genuity. It is hoped this ser ies  will a ss is t in better understanding the important respon sib ilities  
which the Surveyor and our A ssociation  have toward the public . It is adapted from a publication  
prepared by a large public utility for guidance in dealing with the public.

Why Publ ic  R e la t io n s?  What! s It To  Y o u ?

The answ ers  are  s im ple .
It is the cl ient who d e te rm in e s  the s u c c e s s  of  your  p r a c t i c e .  The ba lance  of  this 

s u c c e s s  depends on the i m p r e s s i o n  of S u rve y o rs  in the public  mind.

Clients  f o r m  their  im p r e s s i o n s  of  our A s s o c ia t io n  through contacts  with individual 
S u rve y o rs .  And som e  of us may not even r e a l ize  that helping to build  and maintain good  
public  re lat ions  with the public  is part  of  our p r o f e s s i o n a l  r e sp o n s ib i l i t i e s .

We cannot a f ford  to have c l ients  who are  anything l e s s  than the best  of  f r i e n d s .
Fr iends  can be depended  upon f o r  understanding,  f o r  sympathy,  o r  f o r  support .  We need 
them all .  If we make f r iends  of our c lients  they will  a lways give us a fa i r  hear ing .  Our 
A ss o c ia t io n  doesn 't  need anything m o r e  - but it can 't  settle f o r  l e s s ,  Th at 's  why we need 
PR .

PR On The Telephone

Peop le  with p oor  telephone habits d on ’ t intend being d is c o u r te o u s  - they just  don 't  
know how to use the telephone p r o p e r ly .  Yet you can make a f r ie n d  out of  a c l ient ,  just  
by treating h im  or  her co u r te o u s ly  o ver  the te lephone.  Te lephone  technique is not s o m e ­
thing that just happens - it has to be studied. And it depends on you - the people  who 
answer the telephone - whether  their  r eac t ion  is fa v o ra b le  or  o th e rw ise .

B ecau se  the telephone plays such an important  ro le  in your  e ve ry d a y  b u s in e ss  t r a n s ­
act ions ,  this a r t ic le  will  be well  worthwhile  if it helps you  im p ro v e  just  one point of  your  
t e chn ique .

Your v o i ce  c a r r i e s  the same authority to the c lient  as if he w e re  reading a f o r m a l  
letter  signed by you. So the better  your  telephone technique ,  the better  it is f o r  you and 
your cl ient .  Al l  a good telephone technique r e q u ir e s  is the abili ty to use your  v o i c e  to 
i m p r e s s  s tran gers  with your  p ersona l i ty .

The m e ch an ics  of  talking o v e r  the telephone are  s im ple  - but you have to be c o n s c i o u s  
of  them all the t ime to make sure you apply them. Hold the m outhpiece  d i r e c t ly  in front  
of  your  mouth,  about half  an inch away f r o m  your  l ip s ,  and the c u s to m e r  can 't  he lp  but 
hear  you. That 's  if there  are no obs truct ions  - such as p e n c i l s ,  gum, candy,  c i g a r e t s ,  
p ipes ,  c i g a r s .  Any p e r so n  using these on a bus iness  ca l l  might  do just  as wel l  by shouting 
out of  the neares t  window.

Aside  f r o m  the m e c h a n i c s ,  telephone technique depends ent ire ly  on your  own v o c a l  
equipment and persona l i ty .  T h e r e ' s  no dif f iculty in develop ing an e f fec t ive  te lephone v o i ce  - 
a few  minutes spent each  day on g room in g  your vo ice  will  pay off  in im p r o v e d  speech  
habits .  Once you r e m e m b e r  to ask  y o u r s e l f  how you sound on the phone - are  you one of 
the "I s e e ' s ” , ” u h - h u h ' s , ” of  " y e s ” men - y o u ’ ve taken the m a jo r  step towards  s e l f -
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im p ro v e m e n t .  A  little e f for t  and a lot of  p r a c t i c e  go a long way to c la r i fy  the m uddiest  
speech .  If you speak c learly ,  you won't  have to w o r r y  about talking too fast .

As a p r o fe s s i o n a l ,  you are  anxious to s e r v e .  And the p e r s o n  who rea l ly  wants to 
s e r v e ,  to be of  help  to a c l ient ,  natural ly  e x p r e s s e s  h im s e l f  w a r m ly  and ch e e r fu l ly .  Y o u 've  
probably  not iced  that speech  m a n n e r i s m  - such as "you  know" - sounds quite o r d in a r y  in 
f a c e - t o - f a c e  conversa t ion ,  but this b e c o m e s  e x t r e m e ly  not iceab le  o v e r  the phone. Your  
attitude is a lso  am pl i f ied  o ve r  the te lephone.  It c o m e s  out m uch  m o r e  s trong ly  to the 
p e r so n  on the other end of the l ine than you r e a l i z e .

W e 've  all got our share of  p r o b le m s  - but i t ' s  o f  the utm ost  im p o rtan ce  that they 
don't  o v e r w h e lm  us so that we fo rg e t  the card inal  rule of  showing a genuine in terest  in 
other people  and their  needs .

Check Your Own Technique

No two te lephone ca l ls  are  e v e f  the sam e .  But there  are  ce r ta in  things we can do 
to make sure we are using the te lephone e f fe c t iv e ly .  Check  y o u r s e l v e s  against these 
questions:

Do you usually  li ft the r e c e i v e r  b e f o r e  the second  r in g ?
Do you speak c l e a r ly  and in a con versa t ion a l  t one?
Do you identify y o u r s e l f  and your  f i r m ?
Does  your  v o i c e  have a sm i le  in i t?
Do you take care  to get the c l ie n t ' s  name c o r r e c t l y  and a f te rw ard s  ca l l  h im  by n a m e ?
Do you try  to s ize  up your  c a l l e r  so that you may d eterm ine  what ap p roach  wil l  be 

the m ost  help fu l?
Do you answer  c a l l e r s '  questions a c cu ra te ly  and c o m p l e t e l y ?
Do you c l o s e  the conversa t ion  co u r te o u s ly  and tac t fu l ly ?
Do you a l low  the c a l l e r  to hang up f i r s t ?
Do you make the co n ve rsa t io n  as b r i e f  as p o s s i b l e ,  but not at the expense  of  s e e m ­

ing abrupt or  to detract  f r o m  the c l ie n t ' s  c om plete  sat is fact ion  that he has a ch ie v e d  the 
purpose  of  his c a l l ?

Are  you helpful when a cl ient  or  a f e l l o w  p r o fe s s i o n a l  ca l ls  you by m is t a k e ?
Do you t ry  to avoid interrupting?
Do you write  down all  m e s s a g e s  and make a note of  fa c ts  which you  m ay  need  l a t e r ?
Do you avoid  techn ica l  j a r g o n ?  This  often con fuses  c l ients  - they won 't  apprec ia te  

a d i s c o u r s e  on the Surveys  Act  just  to know they need a s u r v e y ?
Do you r e g a r d  the te lephone as a f r ien d  - as a v e r y  e f f i c ient  aid in winning c u s to m e r  

goodwil l  ?

Something to Think About

A " y e s "  to all  these m eans  y o u 'r e  the p e r fe c t  te lephone contact ,  - and n o b o d y 's  
that p e r fe c t .  But if we bear  all these things in mind,  we have a wonderfu l  opportunity  of  
turning c lients  into f r ien ds .

It's  not always easy .  Y o u ' l l  sti l l  suffer  sharp c r i t i c i s m  f r o m  the n e v e r - e n d in g  
s tre am  of people  whose main  ob jec t  in l i fe s e e m s  to be to c om pla in .  But in the long run 
it will  pay off ,  in benef its  to the c lient ,  you ,  your  b u s in e s s ,  and our  A s s o c ia t io n .

The cl ient  will  be left  with the l ingering  i m p r e s s i o n ,  you are doing everyth ing  to 
give him  the f inest  s e r v i c e .  Your w ork  will  be m o r e  en joyable  and rew ard ing .  You will  
have used another m ed ium  e f fe c t iv e ly  to cem ent  re lat ions  with the public  you s e r v e .
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