Enquiry Handling Checklist

Turning Enquiries into Engaged Clients

PURPOSE: EQUIP FRONT LINE STAFF, RECEPTIONISTS, ADMINISTRATORS AND
OFFICE MANAGERS WITH A CLEAR, CONFIDENT APPROACH TO MANAGING
@ INCOMING ENQUIRIES. THE GOAL IS TO BUILD TRUST, GATHER USEFUL
INFORMATION AND GUIDE THE ENQUIRER TOWARD THE NEXT BEST STEP.

] FIRST IMPRESSIONS MATTER
e Answer promptly: within 3 rings or 1hour for emails.
e Use awarm, welcoming tone: "Good morning, [Company], [ Your Name] speaking."
e Be fully present and respectful: avoid distractions or multitasking.

. LISTEN AND UNDERSTAND

e Ask open-ended questions: "What prompted you to get in touch today?"
e C(larify the enquirer’s goals or issues. @

e Show empathy and understanding.

GATHER KEY INFORMATION - DO GET THIS

Full name, phone number, email address.

Nature of the enquiry.

Any timeline or urgency?

Previous interactions with your company?

SET CLEAR EXPECTATIONS

e Explain what happens next: "l'll pass this to [ Team Member]who will call you later today."

e QOfferreassurance: "They'll be able to guide you step-by-step."

° Conflrm contact preferences: "Is phone or email best for you?"

LOG AND SHARE

Enter the enquiry in your CRM or enquiry list, shared inbox or enquiry log.

Tag or notify the relevant team member to take the next step.

Ensure a follow-up reminder is set.

Send out anything you promised to send

REFLECT AND LEARN

e Discuss with team: what's working, what's not.

e Attend occasional training or refreshers.

e Keepimproving your tone, clarity, and confidence.

Remember: You're not "selling", you're helping. People want to feel heard and guided. Do that well and you’ll help turn
more enquiries into happy, loyal clients.
Pro Tip: Download our full post "From Click to Client" for context and case studies. Want support? We recommend
structured training with Sales Trainers like Jo Collins at Sales Performance Ireland.
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