
 

 

An Excellent Reception 
 

“Front desk, Gods of first impression” 
     Overview 

The role of the receptionist encompasses a range of duties and requires skills of 
organisation, assertiveness and interpersonal communication. In particular 
receptionists need to manage tasks proactively and flexibly, to ensure that the 
needs of clients are met with a high degree of efficiency, tact and diplomacy. 
 
The course is designed to develop reception staff to meet these needs, offering a 
range of tools and techniques to manage different situations, and to enhance 
performance by building self-confidence and personal presence. 
 
What will I learn? 

By the end of the course you will be able to: 

 Be able to identify who your customers are 
 Have identified what makes customer care count and set personal customer 

care goals 
 Have explored the importance of customer care and identified the key skills 

required to deliver exceptional customer service 
 Have identified your preferred working style and looked at how this impacts 

on your working relationships with internal and external clients 
 Be able to obtain from customers a clear understanding of their expectations 
 Demonstrate the importance of taking responsibility to achieve customer 

satisfaction 
 Recognise the importance of positive verbal skills and body language in your 

conversations with customers 
 Be able to handle challenging clients calmly and confidently 
 Be able to recognise potentially difficult situations, and deal with them 

proactively, assertively and confidently 
 Have produced a personal customer service action plan for implementation 

back at the workplace 
 
What will the training cover? 
 Setting personal customer care goals 
 Preferred working styles 
 Positive language 
 Handling difficult situations 
 
Is this right for me? 
This programme is suitable for anyone who is new to managing a reception area 
or who is new to a client facing role. 
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Duration: 1 days 
 
Maximum delegates:  12 
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