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How to Answer a Telephone Call
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Interactions

Student: Teacher Zhang, what should we pay attention
to when answering the phone?

Teacher: The principle of answering the phone is to be
nice, civil and pleasant. The telephone ought to be answered
within 3 rings. You should make clear in no more than 20
seconds who the caller is, the purpose of the call and what
problems you can help with.

Student: What should we say after picking up the
telephone?

Teacher: Forexample, “Hello, this is the internal medical
unit.” You should say hello to the caller and introduce
your department or hospital first. Then you can ask the
caller to whom he/she wants to speak to or what you can

do for him/her.

i

Student: If the person the caller wants to speak to is not
available, can I say “I am sorry, he is not available and can I
help you?”

Teacher: Yes. You may also say “Iam sorry that he is not
here right now. Can I take a message?” You should keep a
record if needed. After the call, you should hang up the
telephone gently.

Student: Can we answer the mobile phone at work?

Teacher: You mustn’t use the mobile phone when you
are making the unit rounds or attending patients or when you
are in the work room. Your mobile phone should be set to

“vibration” mode. When answering the telephone, your
tone should be soft. Don’t shout when asking others to
answer the telephone in the ward.

Student; I see.
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Result

Students learned how to answer the telephone properly in the
medical ward, and they put these into their clinical practice with a

good outcome.
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Comments

During nurse students’ clinical practice, the major teaching
strategy used is  “student nurses ask questions and teachers answer
them” . Students learn from the demonstration, thinking and
questioning and practicing, and from the teacher as a role model.
Student nurses will transfer their theoretical knowledge into their

clinical practice.
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