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The Professional Receptionist  
 

The fundamental first impression  

 
 

 Duration:  

 2-days non-accredited workshop   

 3-days accredited training course   
 

Target Audience:   
 
This programme is designed to improve the skills of all front-of-house professionals and is ideal for receptionists 
and personal assistants who wish to improve their proficiency levels and career prospects.  
 
 
Aim: 
 
Just as a face represents a person, the reception area represents a business. Just as we form an opinion by 
looking at a person’s face, most visitors similarly form an opinion about the business, how it is doing and its 
attitude looking at the reception area. 
 
The course equips learners with the required skills to maintain a professional presentation of a reception area.  It 
includes standard protocols for dealing with visitors in person as well as professional telephone etiquette.  
 
This practical and highly interactive training programme provides a combination of fundamental business related 
skills and reception-specific competencies, equipping the learner with the knowledge and skills to function 
effectively and efficiently in the office environment and maximise their contribution to their manager, team and 
organisation.  
 
 
Learning Outcomes:  
 
After this programme delegates will be able to:  
 

 Monitor presentation of reception area 

 Apply professional interpersonal skills when dealing with customers face-to-face 

 Apply standard telephone etiquette on answering calls, transferring calls and making calls 

 Effectively take down and communicate messages  

 Deal with difficult clients   

 Implement security procedures in reception area  
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Unit Standard Alignment: 
 
 

US ID US Title NQF Level Credits 

7790 
Process incoming and outgoing 
telephone calls  

3 3 

13928 Monitor and control reception area  3 4 

 
 
 
Entry Requirements: 
 
In order to access this programme, learners need to have proven competency at:  

 Communication at NQF Level 2 

 Mathematical Literacy at NQF Level 2  
 
 
Course Outline: 
 
 
Module 1: Monitor and Control the Reception Area 
 

 Presentation of reception area  

 Monitoring and controlling personnel 

 Implementation of housekeeping standards 

 Maintenance of the reception area 

 Actions and procedures required to rectify substandard areas 

 Communicate areas of improvement 

 Dealing with difficult customers  

 Dealing with emergency situations 
 
Module 2: Receiving visitors  
 

 The warm friendly smile 

 Interpersonal communication  

 Security procedures  

 Visitors’ cards and permits 

 Firearm procedures 

 Discrepancies and problems 
 

Module 3: Professional Telephone etiquette   
 

 Create the right impression  

 Understanding Telephone Etiquette  

 Standard telephone protocols  

 Telephone body language 


