C300-084





ANSWERING THE TELEPHONE





APPLICABLE TO:		Unit Clerks





FORMS: 				76T275, A Message For You


						23-700, While You Were Out





One of the primary responsibilities of the Unit Clerk is to answer the telephone and take legible and thorough messages for other staff, e.g., CSWs and SCSWs.  Every call shall be answered by the third ring.





Unit Clerks will keep a container in their work area for their Unit’s field itineraries and telephone messages.  Telephone messages will not be hand carried to the CSW’s work stations.  CSW’s are responsible for giving the itinerary to the Unit Clerk and for picking up their messages.





All staff must be professional and courteous to the caller at all times, regardless of the behavior of the caller.  If a caller is using profanity, warn the caller that you will have to end the call if the profanity is not stopped.  If the caller can not be satisfied, forward the caller to the appropriate supervisor.





Telephone calls shall be kept as brief as possible.  If a caller is rambling, politely interrupt them and try to find out specifically why they are calling.





All information is confidential pursuant to WIC Sections 827 and 10850 and Penal Code Section 11164.  Refer to Management Directive # 94-01, dated August 1994, and Procedural Guides 0500-301.10 through 0500-505.20.





A.	WHEN:		ANSWERING THE TELEPHONE





WHO�
       HOW�
�
�
�
�
UNIT CLERK�
1.	Answer the phone by saying “Department of Children and 	Family Services, (state your first and last name), 	speaking.”  When phone lines are very busy, ask the caller 	if they can hold and wait for them to say “yes” before 	putting them on hold.





2.	If the caller is requesting to speak to a person in your 	unit/section who is not available, ask the caller if they 	would like to leave a message.  If so,


�
�






WHO�
       HOW�
�
�
�
�
UNIT CLERK�
a)	Complete the 76T275 or the 23-700 with:


Who the message is for


The date and time


Caller’s first and last name


Agency they are with (if applicable)


Caller’s phone number with area code


Check the appropriate message box


Any detailed message


Your initials


b)	If the caller is requesting to speak to someone who is 	not in your unit/section, put the caller on hold and 	refer to the office roster to attempt to locate the 	person.


1)	If able to locate, inform the caller of the 	person’s correct phone number and tell the caller 	you 	will transfer them.





a)	Transfer the call.  Wait for the call to be 	answered and inform the person that, “I’m 	transferring a call for (First and Last 	Name).”  When confirmation is received, 	hang up the phone.





	b)	If no one picks up the phone, bring caller 		back onto the line and ask them if they 			would like to leave a message.  If so, take  a 		message and forward the message to the 		requested person.





2)	If unable to locate the requested person, 	perform a clearance on CWS/CMS.  Refer to 	the CWS/CMS User Guide for instructions on 	how to search.�
�
�
�
�
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