
Service Excellence @ UWindsor

Service Excellence Vision 
Together, we foster a culture of success and support by making  
every interaction an exceptional experience.

For more information go to www.uwindsor.ca/serviceexcellence

WELCOME
Our callers gain an impression about the University within 
a few seconds of contacting us. The following are some 
guidelines for greeting our students/stakeholders over the 
telephone:

•  Take a breath before answering the telephone.

•   Smile, it comes across when you speak over the telephone 
and makes the caller feel more at ease.

•   Answer the call warmly and clearly, identify yourself and 
your department. This gives the caller some reference 
should they need to call again (e.g. “Good Morning, this is 
Mary from Finance speaking, how may I help you?”).

•   Ask the caller’s name and use it often throughout the 
conversation to build rapport.  

•   Validate who you are speaking to as per established 
departmental practices. For instance, asking for their 
student number.

•   Pronounce their name correctly and, if required, ask them to 
clarify the pronunciation.

•   Focus on the interaction, avoid letting yourself be distracted 
by e-mail message alerts or conversations that may be 
taking place around you. 

DELIVER
In addition to the guidelines outlined in the In-person 
Interactions:

•   Be mindful of your tone, particularly when asked questions 
that you have answered many times that day. Be patient; 
remember that this is the first time the caller asked this 
question.

•   Write down key information/details about the call to help  
you stay focused and to summarize the inquiry/concern.

•   Demonstrate that you are listening actively by saying  
“Yes”, “That’s good”, “I see”, “I understand”.

•   If you need to put the caller on hold to gather additional 
information or to consult others, ask for permission and 
when you resume the conversation, thank them for their 
patience (e.g. “Mr. Smith, may I put you on hold for a moment 
while I look into your inquiry? “Thank you for holding  
Mr. Smith”).

•   If you expect the hold to be long or you realize that it will  
take longer than expected, go back to the caller and give 
them the choice of continuing to hold or to be called back. 
Ensure that you have the correct call back number before 
ending the call. This may be particularly important when 
students/stakeholders are calling from outside of Canada.

Guidelines for Telephone Interactions
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REFER/TRANSITION
As part of your service interaction, you may need to transfer 
the caller to another person within or outside of your 
department. The following are some call transfer guidelines:

•   Explain to the student/stakeholder why you need to transfer 
the call. Provide them with an option of calling the new 
number/extension directly or being transferred. 

•   Avoid unnecessary transfers. Contact the individual or 
department before transferring the call to ensure accurate 
transfers.

•   Always provide the caller with the name, department and 
extension of the person you are transferring the call to in 
case the call gets accidentally disconnected. 

•   When appropriate/possible, speak with the person you are 
transferring the call to ahead of the transfer to provide 
background information so that the student/stakeholder 
does not have to repeat what they just told you. 

CONCLUDE
The following are some guidelines for ending the telephone 
conversation:

•   Ask the caller if there is anything further you can assist  
them with. 

•   Repeat your name and extension and remind them of the 
hours of operation should they need to contact you for 
further assistance.

•   Thank the caller and wish them a good day (e.g. “Thank you 
for calling the University of Windsor, have a wonderful day”).

•  Be the last one to hang up.

Handling Busy Times
There may be times where calls or voicemail messages 
cannot be addressed promptly. The following are some 
guidelines:

  Include a service delay alert in your voicemail  
message and advise callers of the estimated timeline 
for responding to voicemail messages (e.g. “Thank you 
for contacting (name). Please be advised that due to the 
high volume of calls, we will respond to your voicemail 
message within 3 business days”).  

•   Include in the voicemail message whom they 
should contact or what they need to do in case of an 
emergency. 

•   When you respond to the voicemail message, 
apologize for the delay and thank the caller for their 
patience.

•   Review your voicemail message regularly to ensure  
it is up to date.

These guidelines should be used sparingly as we 
should strive to serving our students/stakeholders  
in a timely fashion.

Voicemail Message Best Practices
•   Ensure that your voicemail message clearly indicates whom 

the caller has reached and which department. This will 
reduce the chances of getting messages that are intended 
for a different person or department. 

•   Respond to your voicemail messages within one business 
day. This demonstrates excellent service and courtesy.

•   Should you be away from your office/desk for more than 
one business day, ensure that your voicemail message 
indicates your expected return date and an alternate contact 
(temporary greeting).

       

Recommended Temporary Greeting:

You have reached the voicemail of (name, position 
and department). I am currently away from the office, 
returning on (date). Should you require assistance while  
I am away please contact (Name) at (extension number). 

Thank you.


