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INTRODUCTION
This Teacher’s Guide provides information to help you get the most out of the Let’s Talk…
Telephone Tactics for Better Business: Every Call Counts video program. The contents in this
guide will allow you to prepare your students before they use the program, assist them as they
navigate through the program, and present follow-up activities to reinforce the program’s key
learning points.

The video covers a wide range of topics about basic, yet essential telephone communication
skills, and teaches students that every call to a company—whether it’s from a customer, a client,
or a co-worker—counts. The program provides examples of telephone tactics (both good and
bad), enabling students to learn to project a professional image, potentially increasing business
for their companies. 

LEARNING OBJECTIVES
After watching the Every Call Counts video program, students will understand how to:

■ Prepare to make outgoing calls and receive incoming calls using the telephone.
■ Conduct effective and efficient telephone calls in a business environment.
■ Take control of a conversation and direct a conversation towards a specific purpose.
■ Use tone, pitch, and inflection to an advantage when speaking on the phone.
■ Make a positive impression over the telephone.
■ Properly compose and deliver a voicemail announcement and message.

EDUCATIONAL STANDARDS
The Every Call Counts video program correlates with the following National Language Arts
Curriculum Standards, the National Business Education Standards, and the state standards of
California, Florida, New York, and Texas, which are based on the national standards for grades 9
through 12.

■ Uses a variety of strategies to enhance listening comprehension (e.g., focuses attention on mes-
sage, monitors message for clarity and understanding, asks relevant questions, provides verbal
feedback, and notes cues such as change of pace or particular words that indicate a new point is
about to be made).

■ Describes techniques that are necessary for improving focus and attention when having a tele-
phone conversation. 

■ Uses abbreviation system to record information quickly, as well as ways to select and organize
essential information.

■ Reviews ways to take notes, listen for key words, and record messages to convey information.
■ Communicates in a clear, courteous, concise, and correct manner on personal and professional

levels.
■ Describes how the tone, pitch, and inflection in a person’s voice suggest different meanings.
■ Demonstrates how a professional image can be created or ruined through a telephone conversa-

tion.
■ Uses technology to enhance the effectiveness of communication. 
■ Prepares the viewer to make efficient outgoing telephone calls and to receive incoming calls. 
■ Incorporates appropriate leadership and supervision techniques, customer-service strategies, and

standards of personal ethics to communicate effectively with various business constituencies. 
■ Identifies ways for a speaker to take control of a conversation and to direct a conversation

towards a specific purpose. 
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PROGRAM OVERVIEW
The business environment has changed tremendously in the past fifty years. So, too, has the way
businesses conduct their internal and external communications been revolutionized by advance-
ments in technology. Personal secretaries have been replaced with direct lines to voicemail, and
instead of handwritten messages on notepads, employee-to-employee information is often
relayed via email and even instant messaging. 

Yet, the use of one business tool has remained a constant, regardless of technological improve-
ments—the telephone. And the proper use of this tool in the workplace continues to be one of
the most important keys to customer and client satisfaction, and overall better business.  

The program titled Let’s Talk...Telephone Tactics for Better Business is comprised of a video and a
CD-ROM geared to review the basic telephone skills and tactics one should employ in the work-
place, regardless of the type of business environment. 

The 30-minute video, Every Call Counts, presents the basic content to address the program’s
learning objectives. Through narration, visual examples, and role-playing scenarios, the video
describes and illustrates key concepts and skills. It provides a strong phone etiquette foundation,
stressing common telephone tactics—including both DOs and DON’Ts—for creating the best
impression when using the telephone in a professional setting.

The 23 to 40 minute CD-ROM, entitled It’s Your Call, provides reinforcement of key content and
skills introduced in the video through hands-on learning. Building upon the role-playing examples
used in the video, this program contains interactive activities and exercises that allow users to
experience realistic practice on the phone. Each activity relates to a common telephone DO or
DON’T discussed in the video. 

MAIN TOPIC AREAS
Scene 1: First Things First: Program Introduction
The program begins with a brief introduction about the importance of the telephone as a busi-
ness tool. 

Topic 2: The ABCs of the Perfect Greeting
What makes the perfect telephone greeting? This scene reviews the Telephone Greeting A-B-Cs.

Topic 3: Essential Communication Skills to Use Throughout Your Conversation 
Can you recognize a good communication skill from a bad one? Learn about four essentials skills
to use in your conversations with the help of LP, a mailroom employee.

Topic 4: Get Control of Your Voice! 
Is your voice your greatest asset or your biggest liability? Find out if you know which qualities of
your voice you can control, and the impression your callers may have of you when you don’t
have control of your voice.

Topic 5: Learn to Listen
In this scene, you’ll explore the skills necessary to be active listener. You’ll also learn about the
three types of callers, three types of expressions, and two types of questions to use to best han-
dle each type of caller.
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Topic 6: Monogram the Caller 
This scene explains the importance of “monogramming” a caller, and how monogramming can
be used as an effective business tool.

Topic 7: Mind Your Ps and Qs
Watch how employees learn to mind their Ps and Qs by avoiding bad-for-business telephone
faux pas in the workplace. 

Topic 8: Taking Messages
Who? What? Where? When? How? In this scene, you’ll learn how to apply reporting skills to
message-taking by gathering the correct information to pass along to message recipients, and by
understanding how to get the information you need from various types of callers. 

Topic 9: 911! Handling Irate Callers
Do you know how to put out the fire that’s burning out of control with your caller? This scene
delves into emergency telephone tactics to employ when handling irate callers.

Topic 10: Hello, Operator! Connect with the Caller… Don’t Just Connect the Call!
How do you connect with your caller? This scene offers some tips on helping you make the best
connection possible.

Topic 11: Hold and Transfer—Painless Hold and Transfer Zones
Problems with placing callers on hold and transferring them to the correct department may
directly affect a company’s bottom line. This scene teaches how to make the “Hold” and
“Transfer” zones painless experiences for your callers.

Topic 12: Voicemail—Leave an Impression… Not Just a Message
What kind of impression do you leave when you leave a message? In this scene, you’ll see the
common mistakes employees make when creating or leaving voicemail messages, and watch as
they improve by following simple telephone voicemail tactics. 

Topic 13: Making Outgoing Calls
Discover how to make the most of your outgoing calls by learning telephone tactics tips success
tips.

FAST FACTS
1. A smile, although it cannot be seen by a caller, can be heard by a caller.
2. Most people speak about 125 words per minute. 
3. The quality of your voice is determined by a number of different factors—PITCH, TONE,

INFLECTION, and ARTICULATION.
4. There are three types of callers: PASSIVE, ASSERTIVE, and AGGRESSIVE.
5. There are three types of expressions: QUESTION, STATEMENT, and OBJECTION. 
6. There are two types of questions you can use to deal with callers: OPEN and CLOSED.  
7. “Monogramming” a caller means using the caller’s name or personalizing the call with infor-

mation about what interests the caller.
8. “Personalization cues” are pieces of information about the caller that act as a springboard

for building a stronger relationship with him or her.
9. When taking a message, you should note the WHO, WHAT, WHERE, WHEN, and HOW of

the call. 
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10. Instant messaging should not be used to send a phone message, as there is no permanent
record of it, and it is possible to get distracted and close out the session before all the infor-
mation is obtained.

11. Language should be simplified for callers who cannot hear, or who are unfamiliar with your
language or procedures. Similarly, jargon, jokes, and plays on words should be avoided.

12. A conversation should never start out with “Please hold.” Instead, you always ask permission
to put the caller on hold and wait for the caller’s response of “Yes.”

13. When creating an outgoing voicemail message before a long absence from the office, always
specifically state the date of your return to the office. 

14. When leaving a message on an answering machine or in voicemail, state your phone number
slowly, and say it twice to make it easier for the recipient to write down the message without
having to replay it.

15. When making outgoing business calls, the best times of day to call are before 9:30 A.M. and
after 4:00 P.M., local time. 

16. If you’re making a business-to-business call and no one answers, let the phone ring ten times
before hanging up.

VOCABULARY TERMS
Aggressive caller: A caller who is combative and emphatic about what he or she wants.
Articulation: Clear and effective speech.
Assertive caller: A caller who wants immediate action, and likes to exert his or her authority.
Attitude: The way an individual views a fact or issue.
Being receptive: Being open and responsive to ideas, impressions, or suggestions.
Buffering words: Words such as the company name, your name and department, and a friendly
greeting such as “May I help you?” that help focus the caller’s attention when you answer a call.
Closed question: A question that elicits a YES or NO response rather than an explanatory response
from a caller.
Distraction: Anything that diverts your attention from being focused on a caller and what he or she
is saying.
Empathy: The act of being understanding and sensitive to a caller’s feelings, thoughts, and/or expe-
riences.
Energy: A dynamic quality; the capacity for being active.
Enunciation: Clear pronunciation.
Greeting: Manner in which a call is answered.
Hold zone: Electronic zone to which calls are routed after being received, but while still waiting for
someone to speak to the caller.
Incoming message: A message left by a caller for an intended recipient.
Inflection: Change in pitch or loudness of the voice that makes a word distinct from another for a
desired effect.
Monogramming a caller: Using the caller’s name or personalizing the call with information about
what interests the caller.
Monotone: No change in voice tone or inflection.
Open question: A question that elicits an explanatory response from the caller; it usually begins
with WHO, WHAT, WHEN, WHERE, or HOW.
Outgoing message: A message on someone’s answering machine or voicemail heard by callers if
the phone isn’t answered, usually stating that he or she is not available to answer the call.
Passive caller: A caller who is receptive to ideas, and who acts without resistance or aggressiveness.
Personalization cues: Pieces of information about the caller that act as a springboard for building a
stronger relationship with him or her.
Pitch: Highness or lowness of sound in one’s voice.
Place on hold: To electronically “hold” the call in the system until the call can be answered. 5



Quality: The characteristic timbre of one’s voice.
Rate: The speed at which one talks.
Taking responsibility for a caller: Ensuring that a caller reaches the person or department he
wished to speak to instead of bouncing him from extension to extension; or, ensuring that a caller’s
message gets delivered if the desired person is unavailable.
Tone: Vocal sound of a specific quality.
Transfer a call: Electronically direct a call to another party.
Transfer zone: Electronic zone to which a call is routed while being switched to another phone line.
Vocal quality: Variation of voice pitch, tone, rate of speech, energy, and articulation.
Voicemail: An electronic communication system in which spoken messages are recorded or digitized
for later playback by the intended recipient.
Volume: The degree of loudness or intensity of sound.

PRE-PROGRAM DISCUSSION QUESTIONS
1. Why is making a good impression over the telephone important to a business?
2. Why is it important to speak clearly and enunciate well? How can you judge your own effec-

tiveness in speaking?
3. Why is it important to know your phone system and company directory of employees?
4. Discuss the role of non-verbal communication when speaking on the telephone.
5. What is the best greeting to use when answering a phone? Why?
6. Why is smiling while on the phone beneficial?
7. What happens if you speak too slowly when talking on the phone? Too quickly?
8. What can you do to help calm an angry caller?
9. What are some things to keep in mind when leaving a message on someone’s voicemail?

10. Occasionally a caller is difficult to understand, either because of language barriers or because
of sloppy diction. What are some ways to help yourself and the caller?

11. What should be kept in mind when making an outgoing call?
12. Why should an employee always offer to take a message? What information is essential to

obtain, and why?

POST-PROGRAM DISCUSSION QUESTIONS
1. How has technology improved over the years to make business more streamlined and effi-

cient? In what ways can improved telephone tactics be applied to these technological
advances to improve business communication?

2. If you were to take a job in an organization, what suggestions could you make to help the
staff improve telephone communications?

3. In what other areas of your life does keeping control of your voice apply? 
4. In what other situations would you benefit from knowing how to handle an irate caller?
5. Can you think of any ways in which you can practice controlling your voice? If so, how?   

GROUP ACTIVITIES
1. Role-Playing Exercises. Break the class into two groups, assigning one group as “Callers”

and the other as “Employees.” Pair up one caller with one employee and have them sit back-
to-back so that they cannot see each other. Selecting from the list of situational pairings
below, have a Caller phone an Employee. Afterwards, have each group analyze the call and
point out what was done correctly, what could have been done better, and what should have
been done for better business communication. 

Caller: Wants to know if an item that they saw in a catalog is in stock. 
Employee: Must transfer caller to a different department for the information.
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Caller: Is angry because she has found a $1,000 error in this month’s bank statement. 
Employee: Must handle the situation appropriately, putting the caller on hold to check
the records, and then resolving the situation.

Caller: Wants to speak to Mr. Zambini. 
Employee: Must check to see if he is in; then, must take a message because he is at
lunch.

Caller: Wants to speak to Miss Thomas. 
Employee: Must check to see if she is in; then, must transfer caller appropriately.

Caller: Wants to leave a message for Ms Quigley, being sure that all pertinent information
is relayed. 
Employee: Must ensure all appropriate information is collected and written down.

2. Message-taking exercises. Keeping the same groups (Callers and Employees), have one
group come up with three separate messages to leave with the other group. Have each mes-
sage said aloud to the “Employees” group, who may not interrupt. After the first message is
complete, the “Employees” may ask the questions they would pose to ensure that they have
the correct information from the “Callers” group.

3. Voicemail exercises. Using two tape recorders and the following scenarios, have the
Employees group create outgoing messages and the Callers group create voicemail messages
to leave on the tape recorder. Have each group discuss and critique the messages of the
other group. 

Caller: Lives in California, and is only available from 9:00 P.M. to 12:00 P.M. (PST) for a
call-back.
Employee: Company is in New York. Employee is in the office but away from his desk
when the call comes in.

Caller: Has a problem with the order he just received. 
Employee: Is on vacation for six days.

Caller: Needs information about a schedule, and wants the information to be left with
her co-worker at a different number. 
Employee: On another line when the call comes in.

4. Controlling your voice exercise. Have each group select five people. Then, have each per-
son read one of the following sentences, placing the emphasis on the different words in
each. Ask the opposite group to analyze the different meanings that result.

Our Company has a new voicemail system.
Our Company has a new voicemail system.
Our Company has a new voicemail system.
Our Company has a new voicemail system.
Our Company has a new voicemail system.

Will he meet her for lunch?
Will he meet her for lunch? 7



Will he meet her for lunch?
Will he meet her for lunch?
Will he meet her for lunch?

INDIVIDUAL STUDENT PROJECTS
1. Interview your parents or another adult about their telephone tactics at work. You might ask

them how they answer the phone at work, or how they deal with irate callers, or you might
listen to their voicemail’s or answering machine’s outgoing message. Then, write a report on
the telephone tactics they use, noting which areas are satisfactory, and which you believe
could be improved.

2. Set up a phone number that each student can call into (or use a tape recorder) and have
each student leave outgoing messages for each of the following scenarios: being on a week-
long vacation; being in the office but away from their desk; being on another line.

3. Have each student create a “Top Ten” list of Telephone Tactics for Better Business and a “Top
Ten” list of Telephone Tactics to Avoid.

INTERNET ACTIVITIES
1. Visit www.business-survival.com/articles/startrun/PhoneTactics.html and list ten “Telephone

Tactics That Can Turn the Tide”.
2. Call a designated line or record your voice making a call to the imaginary XYZ Company,

explaining that you have sent a resume about a job posted on their site. Then, go to www.
schooltocareer.com/stc/ijs/phone.htm and read about phone calling techniques. Make another
call to the XYZ Company using the techniques described. Which call sounds better? Why?

3. Using search engines, navigate to three types of stores near your home or school (grocery,
retail, hardware, etc.). Then, place a call to each store and ask if it carries a particular hard-to-
find item, or ask to be transferred to a specific department. Make a list of what the employee
did right and what he or she did wrong during the conversations.

ASSESSMENT QUESTIONS
Q: The business setting has not changed over the past century. (True or False)
A: False 
Feedback: The business setting has changed and improved dramatically over the past century.

Q: In delivering a perfect greeting, remember your ABCs: A is for _____; B is for ____; C is for
____; and s is for ____.

A: A = ATTITUDE; B = BUFFERING Words; C = Represent the COMPANY; and s = SMILE
Feedback: Use these building blocks to deliver a perfect greeting every time.

Q: Which of the following is the best greeting?
(a) Hello, John’s Auto Body.  
(b) Hello, John’s Auto Body. How can I help you?
(c) Hello, John’s Auto Body. This is Rick. How can I help you?
(d) Hello, this is Rick. How can I help you today?

A: (c)
Feedback: The employee greets the caller, identifies himself and his company and asks how he
can help.
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Q: Which of the following is NOT true about smiling when you speak?
(a) You naturally have more enthusiasm
(b) You speak more clearly.
(c) You are easier to understand.
(d) You reduce your chances of sounding angry or bored.
(e) You increase your chance of having a friendly conversation with your caller.
(f) None of the above,

A: (f)
Feedback: These are all TRUE statements, so remember to smile when you speak on the phone.

Q: Regardless of where you work and to whom you are speaking, you should always err on the
side of being too formal rather than too informal. (True or False)

A: True
Feedback: Regardless of where you work, if you are more formal than informal, you will leave a
more positive and professional impression on your caller.

Q: Which is the best policy to follow when using the phone?
(a) Always be polite, use good grammar, and avoid slang.
(b) It’s ok if you pronounce a word incorrectly, or fail to speak clearly.
(c) Always use good grammar, but don’t enunciate.
(d) You can use slang and casual language, as long as you speak clearly.

A: (a)
Feedback: Always be polite, use good grammar, and don’t use slang. Be sure to pronounce your
words properly and enunciate clearly, especially when dealing with international companies and
callers.

Q: What are three factors to remember about voice control? 
A: Rate, energy, and quality.
Feedback: The three factors to control in your voice are rate, energy, and quality—that is, how
quickly you speak, the energy with which you speak, and the quality of your voice.

Q: How many words per minute do most people speak?
(a) 100
(b) 125
(c) 150
(d) 175

A: (b)
Feedback: Most people speak at a rate of 125 words per minute. If you speak faster than that,
you should slow down so your caller can understand you better.

Q: Having a moderate _____ and pleasant ____ allows you to sound even and professional. 
(a) pitch; articulation
(b) pitch; inflection
(c) pitch; tone
(d) pitch; rate 

A: (c)
Feedback: Speaking in a tone which is pleasant and moderately pitched keeps your voice sound-
ing professional.
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Q: Proper ____and good ___ allow your caller to hear every word and understand your message. 
(a) inflection; pitch
(b) inflection; rate
(c) inflection; momentum
(d) inflection; articulation

A: (d)
Feedback: These allow the caller to best understand your message.

Q: You should be a passive listener when talking on the telephone. (True or False)
A: False
Feedback: For better business, don’t be a passive listener. Be an active listener.

Q: In essay form, list and discuss some specific ways to be an active listener.
Answer/Feedback: Don’t be distracted. Grasp the idea your caller is trying to get across. Avoid
daydreaming and only pretending to listen. Listen for keywords. Ask questions, or restate the
speaker’s message. Don’t interrupt. Understand types of callers, their expressions, and how to
use open and closed questions appropriately.

Q: Which kind of question is best to use with a passive caller?
A: Open 
Feedback: Use open questions to help gather information.

Q: Which kind of question is best to use with an aggressive caller?
A: Closed 
Feedback: Use closed questions to control the call, and to keep the caller and yourself focused
on the facts instead of emotions.

Q: What is the term that means to personalize the discussion, show you are listening, and show
that you care about the caller?

A: Monogramming
Feedback: Monogramming personalizes the discussion, showing that you are listening and that
you care about the caller.

Q: Write a short essay on the “personalization cues” you can use for monogramming a caller.
Answer/Feedback: Personalization cues might include vacations, leisure interests, number of
family members, favorite foods, bands, types of music, movies, etc.

Q: Name five annoying noises and five possible distractions you should avoid when on the tele-
phone.

Answer/ Feedback: Chewing gum, popping gum bubbles, filing nails, chewing food, slurping,
mouth noises, mumbling, coughing, etc.; ordering lunch, checking email, instant messaging,typ-
ing, listening to a co-worker’s conversation, reading reports, working, etc.

Q: If a caller talks too much, what kind of questions should you ask to control the conversation? 
A: Closed
Feedback: If a caller talks too much, control the conversation by asking closed questions that
require only a “Yes” or “No” response.

Q: In the following message, what piece of information is missing and should be asked for from
your caller? Jane Monaco, XYZ Company, 642-3579. RE: The meeting scheduled for Tuesday.

(a) Company Name10



(b) Area Code
(c) Time of Call
(d) Message Details

A: (b)
Feedback: Always remember to get the caller’s area code and extension, if applicable, when tak-
ing a message. 

Q: Write an essay on tactics for handling an irate caller.
Answer/Feedback: Begin with a clean slate. Listen from the customer’s point of view. Remain
calm and in control. Listen. Don’t interrupt. Encourage the caller to talk it through. Show empa-
thy to diffuse some of the anger and show you are listening by saying, “Yes, I understand.” Ask
questions to get more information about the problem. If the caller is ranting and raving, try to
bring him back to the subject. Verify the facts, and ask, “Is that correct?” Be receptive, but con-
trol the call. Use words with positive connotations, and offer options. Move to a positive solution
and make sure you follow through. Close on a positive note, and thank the caller.

Q: If you need to transfer a call to a different department, what should you do?
(a) Take responsibility for the caller.
(b) Help the caller reach his desired destination.
(c) Don’t bounce the caller from extension to extension.
(d) All of the above.

A: (d)
Feedback: All of these are correct tactics to employ when transferring a caller.

Q: What is the first thing you should do when returning to a caller after placing her on hold? 
A: Verify that you have the correct caller by stating the caller’s name.
Feedback: To ensure you have picked up the correct line, and to focus the caller’s attention back
on you, verify you have the correct caller by asking, “Ms. X?”

Q: If you’re going to be out of the office for a few days, don’t state a specific date of return on
your outgoing message. (True or False)

A: False
Feedback: You should always let callers know what date you will return when you are going to
be away. Don’t make your caller guess.

Q: You should say your phone number __ times when leaving a message on voicemail.
A: two
Feedback: Say your phone number slowly, and repeat it once again when leaving a message.
This makes it easier for the recipient to write down without having to replay the message.

Q: How many times should you let the phone ring before hanging up when making an outgoing
call and no one is answering?

(a) one time
(b) two times
(c) seven times
(d) ten times

A: (d)
Feedback: For business-to-business calls, let the phone ring ten times, so the employee has a
chance to pick up your call.
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ADDITIONAL RESOURCES
Building Your Business: Getting Ahead, Advancing Your Career
www.business-survival.com/articles/startrun/PhoneTactics.html

Cuyahoga Valley School to Career Consortium
www.schooltocareer.com/stc/ijs/phone.htm

Now Hear This, Inc.
www.phoneskills.com/10tips.cfm 

Telephone Techniques, by Lin Walker. AMACOM, 1999. 

Telephone Skills from A to Z: The Telephone ‘Doctor’ Phone Book (Fifty-Minute Series Book),
by Nancy J. Friedman. Crisp Publishing, 2000.

Beyond ‘Hello’: A Practical Guide for Excellent Telephone Communication and Quality Customer
Service, by Jeannie Davis and Pat Landaker. Now Hear This Inc., 2000. 

Breaking the Barriers: Improving Communication Skills, CD-ROM (Windows/Macintosh),
Cambridge Educational 
This eye-opening two-CD-ROM set explores the entire range of communication barriers while
providing users with an opportunity to apply what they learn through interactive video scenarios
of real-world workplace situations.
Order no. 30499, www.cambridgeeducational.com, 1-800-468-4227

Thank You for Calling! Effective Telephone Techniques, VHS, Cambridge Educational
This video provides students with the basic skills needed to handle all types of business tele-
phone communications. Shows the viewer proper procedures for answering the telephone, tak-
ing messages, screening calls, and handling irate callers. Presents the steps for placing calls,
including a brief look at the telephone directory, local and long distance calls, efficient use of the
telephone, and more. 
Order no. 8026, www.cambridgeeducational.com, 1-800-468-4227

Basic Telephone Techniques, VHS, Cambridge Educational
This six-part series includes basic instructions on how to improve all forms of business communi-
cation using the telephone. The series provides suggestions and clear demonstrations which
enable the viewer to get the most benefit out of his or her phone calls. The series includes The
Basics of Handling Incoming Calls, Beyond the Basics: More on Incoming Calls, Cost-Effective
Telephone System Management, Improving Your Outgoing Calls, Making Your Cold Calls Count,
and Improving Telephone Collections. 
Order no. 2484, www.cambridgeeducational.com, 1-800-468-4227

Connections: Basic Telephone Techniques, VHS, Meridian Education
This video illustrates some basic, yet crucial phone techniques that are often taken for granted,
even by seasoned professionals. Clever animation makes this program a stand-out. 
Order no. 25089, www.meridianeducation.com, 1-800-727-5507
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VISIT OUR WEBSITE AT
W W W. C A M B R I D G E E D U C AT I O N A L . C O M

For information on other programs

P.O. Box 931
Monmouth Junction, NJ 08852-0931

Toll Free: 1 800/468-4227
Fax: 1 800/FAX ON US


