How’s My Tone?
Your vocal tone adds emotion, attitude, and shades of meaning to what guests are hearing. If the tone and message is not consistent, people are more prone to believe the vocal tone. For example, you can say “I’m fine” in a sarcastic tone that conveys the opposite. Your tone clues others into how you truly feel. 
Here’s an exercise to gain awareness of what your vocal tone is telling others over the phone. Get in groups of 2-5 people. The speaker for that turn will pick an emotion and a sentence. They will try to convey the emotions through their tone of voice as they read the example. The listeners will try to identify which emotion they heard out of the selected list. Make sure you can’t see the speaker’s face because you will be looking at their facial expressions for clues. It needs to mirror a real phone conversation.  

Choose Your Emotion: 
	Distracted
	Warm, friendly

	Bored
	Frustrated

	Enthusiastic
	Rude



Choose Your Sentence: 
1. “Thank you for calling _(restaurant)_. This is _(name)_ speaking. How may I help you?” 
2. “Absolutely, which evening were you looking at?” 
3. “My pleasure.” 
4. “May I have the best contact number?” 
5. “Thank you. May I have a name for the table?” 
6. “Congratulations! Thank you for celebrating with us.”
7. “We look forward to seeing you tomorrow (insert date) at 6 PM.” 
8. “I have you down with us for 3 guests this Friday (insert date) at 7 PM.” 
9.  [When you don’t know the answer to a question.] “That’s a great question. I want to double check before I give you an answer. May I place you on a brief hold and ask? Thank you.” 
10.  [Calling to confirm reservation] “Hi Mr./Mrs. _(guest last name)_. This is _(your name)_ from _(restaurant)_ calling to let you know that we look forward to seeing you and your guests tomorrow at 7 PM. Thank you. Bye.” 
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