
Support Department

How to Transfer and Park Calls

There seems to have been some confusion as of late on how to transfer calls, park

calls, and how it all works in general. The specific end result is slightly different

depending on what you're doing, and what order you do everything, so below you'll

find some general documentation on how to accomplish your desired end result,

along with what action is best for each situation.

The difference between transferring and parking a call.
Transferring: Freeing up your own line by sending the client directly to the line of

someone in particular who is supposed to talk to this person.

Parking: Freeing up your own line, by placing the client on a designated hold line

where another employee can then dial in to that line and talk to the client.

Which one should I do?
It's really up to the recipient, but there are a couple of special circumstances that

would dictate which specific method you should use.

Some more information on the specific functions on the phone you have on your desk.
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Parking requires action from both parties, so if you do park someone for a person

or department, make sure they are aware that someone is on park for them.

Transferring a call if the recipient is on DND (Do Not Disturb,) after they have set

down the receiver, will result in the client being sent to their voicemail without the

recipeint's phone ever even ringing.  This is not the case when you contact them

through your contact book, so if you intend to transfer, make sure they are not on

DND.

What happens if they don't pick up the parked call?
After a while the parked call, if not answered by anyone, will ring back to the

person who parked them.  Stick around at your desk for a little while after parking

to make sure they picked up the parked call.

The client is calling in for a specific person, but they're not at their desk. Can
I park them to a voicemail?
Sending to a voicemail is a particular instance that can only be accomplished

through transferring.

What if someone is already on park? If I park another call, will it interrupt
someone else's conversation?
There's more than one park. The first parked call goes to 701, the second goes to

702, the third to 703, and so on. (This is why you should always say what line

someone is on when passing off a parked call. If you do dial in to the wrong line,

you will join someone else's conversation.)

What if I'm not sure who should take a call?
You should always try and send to the queue. Each department has a specific

queue. Marketing is on 603, Sales is on 602, and Support is on 601. Sales people

want the potential lead, and support personnel don't want to be brought off task

with calls. The queue is the fair alternative to avoid calling anyone out.

If it's between two people in a department, and one or more of them has agreed to

take it, parking is allowed.

How do I park calls?



When on the phone with a client, there is a button that appears on your screen. It

will say park. When this button is pressed, it will say what line they have been

parked to. Take note of it, and follow up with the person taking the call immediately

to let them know what line the client is on.

How do I answer a parked call?
pick up your handset, and instead of dialing out to any number, simply dial the

parked extension. (ex. 701 or 702.) If there was a dial tone, after the third digit is

pressed, the call will connect automatically with the person on park.  If no dial tone

was playing, you will need to press the dial button after the third digit.  (This is the

same process for calling any other number, just less digits.)

How do I transfer a call?
There are a few ways to transfer a call. They have been documented below;

Transfer a call to someone using their extension.
When the person asks to be transferred, click the transfer button, and start typing

the extension. Once you have typed it, your phone should let you know who you

will be sending it to. Hit the transfer button on screen to send that person directly to

your coworkers line.

Transfer a call to someone using their name.
Hit the transfer button, and then Contacts. Scroll to the name alphabetically, and

hit the transfer button on the screen.

Cancelling a transfer to talk to the client.
Hitting the transfer button places the client on hold. To resume your conversation

with them, simply press the hold key to remove them from on hold.

Getting a coworker's extension for a client.
Sometimes someone will ask for someone's direct extension. Simply follow the

steps mentioned above. Hit transfer, then Contacts, and scroll to the name. Take

note of the extension off to the right, hit the x, and then press Hold to resume your

conversation.

Talk to your coworker before transferring a call to them.



This is extremely helpful, and I cannot stress this enough. A client usually calls in

with an issue. We'll use the following example; They call in, give their domain

name, and say that they would like to run an invoice, but not keep the card on file. I

transfer them to billing, but to avoid them repeating all of that information, I hit

Transfer, Contacts, scroll to Crystal for billing, and instead of hitting the transfer on

the screen, I hit the check mark in the center of the keypad. This has me call her

extension with the client on hold. I can make sure she's at her desk, give her the

domain name, the situation, and then transfer. This way the client doesn't have to

repeat all of that info a second time, and Crystal can answer the call with all the

client's info already pulled up and ready to go. If she requests me park it instead of

transfer, I can end the call with her using the on-screen buttons, resume the call

with the client, and hit the park button. It can be for just a second to get the park

icon to display, or I can take that time to tell the client that I will be transferring their

call.

How do I answer transferred calls?
If you are on the line with someone who is transferring a call to you, DO NOT

HANG UP. Once they transfer the call, it will be immediately connected to you.

You will be talking with the client instead of your coworker instantaneously. If your

phone was on the dock when the call was transferred to you, it will ring

automatically to your line. If a call rings to your phone for a longer period of time

than you're used to, that is a direct call to you. Either from your extension, or from

a transfer.
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