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Guidelines on Administrative Service Manner and Deputy System at 

I-Shou University 

 

Ratified and promulgated by the President on April 6, 2011 

 

Article 1  The Guidelines on Administrative Service Manner and Deputy System at I-Shou 

University (hereinafter referred to as the “Guidelines”) are enacted to enhance service 

quality of administrative personnel of I-Shou University (hereinafter referred to as the 

“University”), bring the deputy system into full play and facilitate call forwarding 

process with an eye to improving the University’s image, solving problems in a timely 

fashion, and better serving the University’s faculty, staff, maintenance workers and 

students as well as students’ family members and the general public (hereinafter 

collectively referred to as the “related parties”). 

Article 2 Guidelines on administrative service manner, phone answering skills, phone greeting 

and concluding statements, and incoming call records are shown in Appendix 1. 

Article 3 Administrative personnel who are rostered in rotation or get on duty shall follow the 

notices in Appendix 2 in addition to the guidelines referred to in the preceding articles. 

Article 4 The Office of Secretariat will evaluate administrative personnel’s service quality 

anytime. The evaluation details shall be filled into an evaluation record sheet as shown 

in Appendix 3. 

Article 5 Guidelines on how to act as substitute staff properly when colleagues go on a business 

trip, take leave or take a vacation are shown in Appendix 4. 

Article 6 To equip administrative personnel with correct service manner and relevant skills, the 

Office of Personnel shall organize training sessions in service manner from time to time, 

and expenses related to such training shall be included in the Office’s annual budget. 

Article 7 To have a better understanding of related parties’ opinions on the University’s 

administrative service manner and deputy system, the University may assign the Office 

of Secretariat to install suggestion boxes on campus and organize administrative service 

quality competitions. 

Article 8 If administrative personnel are found not having followed the Guidelines to offer 

services or answer phone calls, have a poor service attitude or treat related parties with 

neglect, their poor performance will be submitted as important reference to the staff 

performance evaluation. 

Article 9  The Guidelines become effective on the third day of promulgation after adopted by the 



2 

University Administration Council and ratified by the President. 

  

Note: In the event of any disputes or misunderstanding as to the interpretation of the language or 

terms of the Guidelines, the Chinese language version shall prevail.  
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Guidelines on Administrative Service Manner, Phone Answering 

Skills, Phone Greeting, Concluding Statements and Incoming Call 

Records for Administrative Personnel 

I. General guidelines: 

1. Volume and Intonation: Speak naturally with clear articulation and answer the phone in a 

concise way. Avoid answering the phone ambiguously or impatiently, and always use a 

pleasant and congenial tone. Please be patient even the caller is rude or angry. 

2. Identify yourself when answering the phone: Hello, XXXXXX (the name of the Unit), 

this is XXX (your name) speaking, how may I help you? (E.g. Hello, Office of Secretariat, 

this is Wu speaking, how may I help you?) You may identify yourself in a nature way 

without sticking to a particular expression. 

3. Prepare beforehand: Please conduct preparation in advance if you know who the caller is 

and what you plan to discuss with him/her, so the caller would not have to hold on the 

telephone for too long. Prior preparation also shows the professional attitude of the 

receiver. 

4. Speak politely: 

A. Always answer the phone with polite expressions, such as “please,” “thanks,” “I’m 

sorry,” “please kindly help,” “thanks for your help,” “we” or “could you….?” 

B. Avoid giving instructions by using rude expressions, such as “not allowed,” “never,” 

“always,” “must to” or “absolutely not.” 

C. Please keep the telephone conversation brief, and please take long-distance phone 

calls or phone calls from central authorities (e.g. Ministry of Education or National 

Science Council) first. 

5. Please be alert and efficient during the telephone conversation and respond appropriately. 

6. Transfer phone calls: Please tell the caller the extension number he/she hopes to reach 

before transferring the phone calls, and remind them to call it again if the transfer is not 

successful. Please avoid transferring phone calls repeatedly, and the receiver shall conduct 

instant measure if there is no need to transfer. Repeated transfer of phone calls may result 

in misunderstanding of school efficiency. 

7. Pick up other’s phone calls or if the receiver is currently not in the office: Please tell the 

caller that the receiver is not in the office due to some reason (e.g. going on a business trip, 

taking a day off or leave the office temporarily), and note down caller’s name, affiliation, 

phone number and other relevant message (e.g. whether it is necessary for the receiver to 

call back). Do not merely answer “he/she is not in the office.” If the caller would like to 
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leave a message, please note down the message carefully and repeat it again, and notify to 

the receiver afterwards (e.g. I’m sorry. Mr. /Ms. XXX is currently not in the office, please 

leave your phone number for him/her to call back.”) 

8. The administrative personnel shall provide prompt assistance when others come to the 

office to make inquiries. If the staff in charge is currently not in the office or taking a 

leave, the substitute staff shall specify the reason and provide necessary assistance. 

9. When receiving telephone complaints or if others who make inquiries in person have 

different thoughts or doubt about school regulations, the administrative personnel shall 

provide relevant explanations with patient and take notes, and the administrative staff 

shall not argue with the caller or those who make inquiries in person. 

10. Please give detailed explanation and specify the reason in a gentle manner when refusing 

the caller’s request. Do not refuse the caller with rude attitude. 

11. Do not answer the phone while eating. Please avoid answering the phone while laughing 

or eating to prevent bad impression from the caller. 

12. Do not talk about private affairs via office telephones. Please keep the conversation brief 

when receiving personal phone calls. 

13. Please help your colleagues to take phone calls when necessary. 

II. Guidelines on service manner and phone answering skills: 

1. The administrative personnel shall answer the phone by the third ring, and they shall help 

others to answer the phone if he/she is currently not in the office. 

2. Listen carefully and do not talk to others while talking on the phone unless necessary. 

Please ask your colleagues for help if others (e.g. students, parents or other colleagues) 

are making inquiries, and explain the reason and apologize to the caller. (E.g. I’m sorry, 

there’re students making inquiries in the office. Please excuse me if their voices are too 

loud.) 

3. Please specify the correct extension number patiently if the caller has the wrong number. 

Avoid saying “You have the wrong number!” and hanging up the phone call directly. (E.g. 

I’m afraid that you have the wrong number. I’ll help you to transfer to the correct 

number.) 

4. Please respond appropriately instead of keeping quiet during the phone conversation, such 

as saying “hum,” “yes,” “ok” or “I understand.” 

5. Please politely explain the reason before putting the caller on hold. For example, you may 

say “I’ll transfer you to the extension no. XXXX, please wait” or “Thank you for 

holding.” 

6. If you are not able to answer the questions proposed by the caller or if you are not in 

charge of the inquiries made by the caller, please transfer the phone call to the staff in 
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charge or the unit head. Do not simply answer “I don’t know!” and hang up the phone call. 

You may answer “I’ll have the XXX (specify the job title) Mr. /Ms. XXX of the XXX 

(specify the unit) to help you, please wait.” 

7. Please tell the caller the responsible unit and the correct extension number if the inquiries 

made by the caller are affairs conducted by other units. You may say “I’ll transfer you to 

the responsible unit, please wait,” before transferring the phone call, and please notify the 

responsible unit about the external phone calls when the staff in charge picks up the phone. 

For example, you may say “Excuse me, the inquiries you made is conducted by the 

Curriculum Section of Office of Academic Affairs. I’ll help you to transfer to the 

Curriculum Section, please wait,” and you may say “Please help answer the external 

phone call, thanks” when the phone call is transferred to the responsible unit. 

8. Please apologize to the caller and leave relevant information of the caller (e.g. phone 

number, address or e-mail address) if the inquiries made by the caller require further 

discussion with other units or instructions from the head of the unit, so the administrative 

personnel may reply the caller via telephone, written documents or e-mail afterwards. For 

example, you may say “Sorry, I’m afraid that I have to discuss with other units so as to 

provide assistance. Would you mind leave your phone number or address, so I can make a 

reply to you afterwards?” 

9. Please inform the caller the detailed procedures and instructions if the inquiries require 

written application. For example, you may say “It’s necessary to fill in the application 

form of XXX to carry out the inquiry you raised. Would you please note down the process 

to fill in the application form? Please feel free to contact me if you have any problem, and 

I’ll provide assistance regarding the application.” 

III. Concluding statement for the telephone conversation: Please conclude the telephone 

conversation in a natural way and hang up the phone gently after the caller has hung up the 

phone. For example, you may say “Thank you for calling, goodbye,” “You’re welcome, 

goodbye,” “Please feel free to call me if you have any problem, goodbye,” “Sorry for 

disturbing and thanks for the kind help. Goodbye,” “I’ve noted down all the information, 

goodbye” and “Thank you. Let’s keep in touch, goodbye.” 

IV. Instructions and necessary information when conducting incoming call records: 

1. Caller’s name. 

2. Caller’s contact number (including the area code, such as 07, 02 or etc.) 

3. The purpose of the phone call and message. 

4. Please repeat again to ensure the information is accurate. 

5. Note down the time and date of the phone call. 

6. Identify the name of the one who take the phone call. 
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7. Place the call record sheet on the desk of the receiver. 
 

Note: In the event of any disputes or misunderstanding as to the interpretation of the language or 

terms of the Guidelines, the Chinese language version shall prevail. 
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Notices for Administrative Personnel when Performing Duty on 

Weekend 

 

I. Please perform duty on time. Leaving without permission or reporting to the supervisors is not 

permissible. If it is necessary to leave due to emergencies, please appoint substitute staff in 

advance.  

II. To avoid transferring the phone calls to the wrong extension number, please memorize the 

extension number of each unit.  

III. Please answer the phone calls clearly, warmly and kindly. Do not be rude or arrogant when 

answering the phone.  

IV. Please answer the phone promptly. When you answer the phone, please say “I-Shou University, 

what can I help you?” Just saying “Hello” or keeping the callers wait for a long time is not 

permissible.  

V. Please say “Sorry to keep you wait so long” and apologize to the callers when the line is busy 

and you cannot answer the phone promptly.  

VI. Please inform the callers to call again later or to leave a message if the line is busy when you 

try to transfer to the right extension number.  

VII. The long-distance phone calls shall be the prior ones to answer. If it is impossible to transfer to 

right answerers, please inform the callers to call again later or ask the right answerers to call 

back. Please do not keep callers wait as they’ll waste their time and money holding on the 

phone.  

VIII. If the callers dial the wrong number, please inform politely. It is not allowed to be impatient or 

foul-mouthed.  

IX. After understanding the callers’ intentions, please inform the callers who shall be the right 

persons to answer the phone, and transfer the phone to the right answerers.  
X. To avoid wasting time and money, please do not chat on phone when performing duty on 

weekend. 

 

Note: In the event of any disputes or misunderstanding as to the interpretation of the language or 

terms of the Notices, the Chinese language version shall prevail. 
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I-Shou University 

 Phone Manner Evaluation Record Sheet for Administrative 

Personnel  

Evaluatee’s Unit: Evaluatee’s Name: Evaluatee’s Extension #: 

Evaluation Date: 

MM DD, YYYY   HH:MM 

Examiner’s Unit: Examiner’s Name: 

Signed by Evaluatee: Signed by Evaluatee’s Immediate Superior: 

Evaluation Items 

1. How long did the Evaluatee pick up the phone: on the       ring 

2. Phone Manner: 

□ Indentifying himself or herself when answering the phone and having greeting and concluding 

statements 

□ Failing to follow any of the above-mentioned requirements: 

   □ No greeting 

   □ Failing to identify himself or herself 

   □ No concluding statement 

□ Others (please specify):                              

3. Telephone Manner: 

□ Talking in a gentle and cordial manner and offering an explanation with patience 

□ Apologizing to the caller when he or she cannot answer the question, and explaining the reasons 

politely and putting the caller through to someone who can answer the question 

□ Answering the caller’s question impatiently or rudely 

□ Being unable to answer the caller’s question, simply answering “I don’t know!” and hanging up 

the phone call 

□ Others (please specify):                              

4. Any other violation of the guidelines on administrative service manner, phone answering skills, 

phone greeting and concluding statements, and incoming call records (please specify): 

 

5. Suggestions: 

Appendix 3



9 

 

Guidelines for Appointing Substitute Staff at I-Shou University  

 

I. Each unit shall arrange substitute staff to act for the part-time/ full-time staff members, who 

are absent when they ask for a leave, R.D.O., or temporary leaves due to statutory or other 

special reasons.  

II. Each unit shall decide who shall be the prior one to serve as the substitute staff based on their 

duties, job functions or other regulations in regard to the authority.  

III. Substitute staff shall fulfill their duties and responsibilities when they act for the staff 

members who ask for a leave. All of jobs shall be done unless there are other special situations, 

which have been reported to the directors or supervisors.  

IV. Staff members who intend to ask for a leave shall provide all related data to the appointed 

substitute staff unless there are other special reasons. If the staff members who ask for a leave 

didn’t provide enough information before their leaves of absence and result in the delay of the 

job concerned, the staff members who ask for a leave shall bear all responsibilities.  

V. To ensure all duties will be fulfilled without any questions, the staff members who ask for a 

leave shall offer the contact information (e.g. the mailing address and telephone number) and 

contact with the substitute staff at any time. If there are any emergencies, please contact the 

substitute staff or report to the unit director immediately.  

VI. Each unit shall let the staff members get familiar with each other’s jobs and implement a job 

rotation system. In principle, each unit shall ask staff members to know at least two colleagues’ 

jobs in case of that there is no proper substitute staff can be appointed when one of employers 

asks for a leave.  
 

Note: In the event of any disputes or misunderstanding as to the interpretation of the language or 

terms of the Guidelines, the Chinese language version shall prevail. 
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