
I’m Sorry

Using a person's first name during 
a call is always impressive; but in this 
case it's critical because you are about 
to greatly inconvenience the caller by 
placing them on hold. 
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Explain
WHY
you have to put 
the caller on hold
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Wait for the
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Be sincere, 
APOLOGIZE

This is critical — you must always ask
permission to place someone on hold. 
It's as simple as asking, “Is it ok if I put you 
on a brief hold while I ________?”

Don’t assume the caller will automatically 
say “yes” — make sure to get a clear 
approval before placing someone on hold. 
If not, you risk infuriating a customer.
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ASK
Permission
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Also, don't forget to thank them for 
agreeing to be put on hold!

REASSURE
the caller you’ll be 
right back to them  
as quickly as possible

8
THANK
 the caller 
 for holding
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BestPractice

DO NOT put a caller 
on hold more than

40 SECONDS

People will allow themselves to be inconvenienced if 
they know it's for good reason... and it’s obvious  
you truly feel bad about it! Therefore, start the 
on hold process with a sincere apology 
to the customer.

And make sure it's a grand enough reason! 
No one wants to be put on hold for 
something silly.

NOTE: If you reach the 40 second mark and 
need more time before resuming, you must
ask the caller if it’s ok to keep them on hold. 

This may also be a great time to ask if they 
would prefer a call back instead of continuing 
to wait on hold.

WHEW. You made it through the 
hold process, and your customer has 
been gracious enough to allow you 
to place them on hold — so don't 
forget to thank them vigorously!


