
Enquiry Handling Checklist

PURPOSE :  E Q U I P  F R O N T  L I N E  S T A F F ,  R E C E P T I O N I S T S ,  A D M I N I S T R A T O R S  A N D
O F F I C E  M A N A G E R S  W I T H  A  C L E A R ,  C O N F I D E N T  A P P R O A C H  T O  M A N A G I N G

I N C O M I N G  E N Q U I R I E S .  T H E  G O A L  I S  T O  B U I L D  T R U S T ,  G A T H E R  U S E F U L
I N F O R M A T I O N  A N D  G U I D E  T H E  E N Q U I R E R  T O W A R D  T H E  N E X T  B E S T  S T E P .

F I R S T  I M P R E S S I O N S  M A T T E R

Answer promptly: within 3 rings or 1 hour for emails.

Use a warm, welcoming tone: "Good morning, [Company], [Your Name] speaking."

Be fully present and respectful: avoid distractions or multitasking.

L I S T E N  A N D  U N D E R S T A N D

Ask open-ended questions: "What prompted you to get in touch today?"

Clarify the enquirer’s goals or issues.

Show empathy and understanding.

Full name, phone number, email address.

Nature of the enquiry.

Any timeline or urgency?

Previous interactions with your company?

 G A T H E R  K E Y  I N F O R M A T I O N  -  D O  G E T  T H I S

S E T  C L E A R  E X P E C T A T I O N S

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

Offer reassurance: "They’ll be able to guide you step-by-step."

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

L O G  A N D  S H A R E

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

R E F L E C T  A N D  L E A R N

Discuss with team: what’s working, what’s not.

Attend occasional training or refreshers.

Keep improving your tone, clarity, and confidence.

 Turning Enquiries into Engaged Clients

R e m e m b e r :  Y o u ’ r e  n o t  " s e l l i n g " ,  y o u ’ r e  h e l p i n g .  P e o p l e  w a n t  t o  f e e l  h e a r d  a n d  g u i d e d .  D o  t h a t  w e l l  a n d  y o u ’ l l  h e l p  t u r n
m o r e  e n q u i r i e s  i n t o  h a p p y ,  l o y a l  c l i e n t s .

P r o  T i p :  D o w n l o a d  o u r  f u l l  p o s t  " F r o m  C l i c k  t o  C l i e n t "  f o r  c o n t e x t  a n d  c a s e  s t u d i e s .  W a n t  s u p p o r t ?  W e  r e c o m m e n d
s t r u c t u r e d  t r a i n i n g  w i t h  S a l e s  T r a i n e r s  l i k e  J o  C o l l i n s  a t  S a l e s  P e r f o r m a n c e  I r e l a n d .


