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THE TELEPHONE—FRIEND OR FOE? 
The telephone sitting in your law 

office appears very benign in nature. 
Nothing about it would seem to create 

xroblems. Yet, that apparently harm- 
less instrument has the potential of 

Rules for the Telephone 
Receptionist 

Although a receptionist who has 
the friendly, helpful qualities needed 
will require little instruction in ex- being either your most damaging con- tending service and a warm welcome 

tact with your clients or one ol your to the incoming call, yet, certain pro- 
vyeatest image boosters. cedures for handling calls need to be 
"Most often the initial impression established, 
which a client receives of your law. pence an incoming call by giv- 

l office is established over the telephone, Ing the telephone number of the of- wa 

Though the client may know you 

personally, he customarily calls for 
an appointment before he comes to 

our office. The courtesy, welcome 
and attention which he receives in 
response to his call does much to 
establish a lasting impression of your 
office in his mind. As the professional 
relationship continues the telephone 
remains an essential means of com- 
munication, conveying to the client 
either your interest and concern in his 
cause and the ease with which he may 
contact you or, the cool, aloof and 
indifferent nature of your office and 
the seeming lack of importance of his 
casc as compared to other matters 

fice is a cold uninformative “greet- 
ing’, The client feels his call is 
far more warmly received if the 
receptionist answers, “Good morning, 
Smith, Black and White’, Not only 
has the receptionist greeted the in- 
coming caller, but she has provided 
information as to whom he has reach- 
ed. 
When the lawyer being called is on 

another line or cannot take the call, 
the receptionist should suggest that 
the client leave his name and number 
so that his call may be returned. In 
this way the trunk lines are not 
tied-up with waiting calls. Care should 
be exercised that such a suggestion 
not convey the thought that an effort . which place demands upon your time. js being made to get rid of the client, Selecti Teleph but, rather, that the receptionist is 

Equipped with asphalt plants, 
election of Telephone trying to help the caller ayoid a ‘machinery, qualified engineers and Receptionist oe Wait. ; he paving and someone to answer the phone" is If the client wishes to hold, instruct 

personnel to meet the p 
hot suflicient qualifications for your Rea RAt : a ee 

ory ds of a growing . wie ce oe the receptionist to check with him at 
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ianner and at the same time reach 
or the caller's file, recall the matter 
bout which he is calling or even take 
re call on a different phone which 
ill provide more privacy for the par- 
cular call. So that the caller will 
salize that asking who he is is a serv- 
-e to him and not a screening tech- 
ique to avoid his call have the recep- 
onist inquire, “May I tell Mr. Jones 
tho is calling?” rather than making 
blunt demand to know, “Who is 

alling?”’ 
In so far as it is possible for the 

eceptionist to recognize a caller by 
is voice—with absolute accuracy—it 

; excellent public relations for her to 
all him by name. Having his voice 
ecognized and realizing that he is 
mportant enough to the firm to be 
emembered pleases the caller. 

If the attorney is out of the office 
r not accepting calls, the receptionist 
hould strive to assist the caller if at 
Ul possible. She should be as informa- 
ive as possible about the lawyer's 
vhereabouts without giving specifics. 
t is far better to say “I’m sorry, Mr. 

ones is in court arguing a motion 
his morning. I expect him back 
round 11:00. May I have him return 
our call?’ than, “No, Mr. Jones is 

ut” or, “Mr. Jones has someone 
n his office just now and I’m sure he 
vould rather discuss your matter with 
ou. in private. May I have him call 
‘ou when he is free?” than, ‘Mr. 
fones isn’t taking calls now.” 
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Such techniques protect you from 
the incoming cail while giving the 
client some information about “his 
attorney’. The client feels that you 
are engaged in important activity and 
not avoiding him nor making your- 
self inaccessible. He is not made to 
feel that you are “too busy” for him. 

In taking messages on incoming 
calls instruct the receptionist to be 
very careful to take the name of the 
person calling, the telephone number 
where he can be reached and the time 
the incoming call was received. 

Your Telephone Habits 
The matter of establishing and 

maintaining a good telephone image 
of your office cannot be assigned to 
the receptionist and forgotten. You, 
too, have responsibilities. 

Nothing appears more discourteous 
nor evinces a lack of interest to a 
client more than your failure to re- 
turn his call. Make it a policy to 
return all calls promptly. If your 
receptionist has told a caller you will 
return his call at a particular time, 
make every effort to do so. Let the 
client realize that the receptionist is 
a responsible person upon whose state- 
ments he can rely. 

By observing and putting into effect 
these few suggestions you can use 
your telephone as an effective part of 
your office and demonstrate with it 
the type of efficient and effective serv- 
ice which your law office renders for 
the client. = 

United States Atiorney 
James F. Neal of Nash- 
ville spoke to those law- 

yers in attendance at the 

Middle Tennessee, Mid- 

Winter Meeting of the 
Tennessee Bar Associa- 
tion in Lebanon on the 
effect of the recently 
adopted federal Civil 
Rights Act. 
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JUSTICE CHATTIN 
NAMED TO 
SUPREME COURT 

Justice Chester C. Chattin, who has 
served as a member of the Tennessee 
Court of Appeals for almost three 
years, has been appointed as Associate 

Justice of the Tennessee Supreme 

Court. Governor Frank G. Clement 

made the appointment of Judge Chat- 
tin to fill the vacancy created by the 

retirement of Justice Sam L. Felts. 

Judge Chattin, a native of Win- 
chester, received his B.S. degree from 

University of the South at Sewanee 
and his LL.B. degree from Cumber- 

land University School of Law at 
Lebanon. He practiced law in Win- 
chester. Later he served, off and on, 

as attorney general of the 18th judicial 
circuit, and in 1947 he was appointed 

district attorney general for that seven- 

county circuit. 

For four years, from 1958-62, Justice 
Chattin served as judge of the 18th 
circuit. In 1962 he was appointed to 
the Court of Appeals by former Gov- 
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ernor Buford Ellington, where he re- 
mained until his elevation to the 
Supreme Court. 

Justice Chattin has served two 
terms in the Tennessee Legislature 
as Direct Representative from Frank- 
lin County. He is an Episcopalian, a 
Mason, a member of the American 

Legion and Phi Gamma Delta social 
fraternity. 

glue SUPREME COURT OF TENNESSEE. Pictured at the first session of the pr taage: Supreme Court at which Justice Chattin sat, are, from left: Justice Andrew O. Holmes Justice Chaitin. Chief Justice Hamilton S, Burnett, Justice Ross W. Dyers and Justice Weldon B. White. 

  
 


