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Phone Script – for Incoming Calls Requesting the Trusted Advisor / 
Business Owner 

 

The purpose of this script is to help with time management and productivity of everyone 
on the team by scheduling return phone calls for the person who has to return the call to 
answer the question for which the client is calling about. This helps reduce distractions 
and provides even better client service to the person calling. You no longer drop 
everything when someone calls to scramble to get them answers, unless a true extreme 
emergency (which most calls aren’t). This process serves everyone involved much better 
than the typical way calls coming are handled.  This script is a guideline, so feel free to 
make adjustments based on how you would like the caller to be handled.  

 
No calls should go directly through to the Advisor / Business Owner, or other people on 
the team, unless it is an extreme emergency. (Note: You may want to define “extreme 
emergency”.) Scheduling phone appointments (virtual meetings) is ideal and is time 
efficient for everyone involved, and is better client service. 
 

Staff Member: Good morning/afternoon, thanks for calling (we appreciate you calling) 
________ (Company Name), this is ________ (first name).  How may I be of service to 
you today? 
 
Client: Can I speak with ________ (name of Trusted Advisor)? 
 
Staff Member: ________ (name of Trusted Advisor) is unavailable right now. What is 

the purpose for your call? 

Get as much information about why they are calling as possible. If the matter is 

something that someone else on the team can or should handle, then suggest that you 

will that that person return the call with the answer. Schedule a phone appointment for 

the team member and the client to talk, giving them enough time to get the answer to 

the reason for the call.  

If ________ (name of Trusted Advisor/ Business Owner) is the only person who can 

return the call, then schedule a time for him/her to call them back, based on the reason 

and how much time you think it could take him/her or others to get prepared to answer 

the reason for the call. 

 
Staff Member: In order for ________ (name of Trusted Advisor / Business Owner) to be 

prepared and have everything needed to address the reason you called, he/she can 

speak with you on ___ (day of the week), ____ (month), ___(day), at ____ o’clock?  Will 

that day and time work for you? 
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Pick the days/times based on the ideal client or non-ideal client service blocks in the 

person’s calendar. Appointments don’t just go anywhere in the calendar, assuming the 

calendar has blocks of time designated for various categories of work in it, which it 

should. 

If the suggested day and time doesn’t work for the client calling, then pick another time 

that is designated for client service (in the calendar blocks on the person’s calendar 

who will call them back), and ask them about that day and time. 

 
Staff Member: Great and is this the best phone number for you?  Does 15 minutes 

sound reasonable for your call?  I see he/she has another call scheduled at XX:15 or 

would you like me to block off more time for you? 

 
Put the time into ________’s (name of Trusted Advisor / Business Owner) calendar with 

enough prep time for him/her to get the answer to the reason for the call, or if someone 

else can get the prep work done for ________ (name of Trusted Advisor), put time into 

their calendar for them to do it and give it to ________ (name of Trusted Advisor), so 

he/she has time to review prior to the return call appointment. 

If the meeting might require it to be a virtual meeting where the person getting back to 

the client would need to share their screen, make sure to send a confirming email to the 

client with the specific details as to how to connect online. 

 

If someone else on the team, other than the Trusted Advisor / Business Owner can 

answer the reason for the call (which would be preferred, if at all possible), then 

schedule a time for that person to call the client. Make sure there is enough time for 

them to get the answer for the reason for the call when you schedule the call for them to 

talk with the client. 

 

              


