SKILLS FOR BUSINESS DEVELOPMENT
TRAINING SOLUTIONS 

081 437 8977

RECEPTIONIST AND FRONTLINE DISTANCE LEARNING COURSE
COURSE OVERVIEW

A good Receptionist is vital to the success of any business.  One of the great benefits is that they can work in many different industries from offices, to hotels, to medical centers, and demand for people with the right skills and qualities is always high.  Take this course and we’ll equip you with all the essential skills you need and the professional acumen to succeed in this rewarding field of work. You’ll learn how best to meet and greet visitors, how to create a welcoming environment and the basics of operating a telephone switchboard, and these are just for starters. You’ll also cover key skills needed by Receptionists in different employment sectors, for example sports and leisure centres, hotels and offices. Covering all aspects of the role, from answering the telephone to dealing with visitors, our Receptionist and Frontline Distance Learning Programme is suitable for anyone who works in a "front office" situation. 
Certification:  Reception and Frontline Studies NQF Level 4
DURATION

Designed for completion within 6 - 12 Weeks.  Self-study distance learning course.  Assignments and Examination for completion.
MODULES
1. The Role and Importance of the Receptionist;

2. Basic Receptionist Skills;

3. Communication Skills;





4. The Importance of First Impressions;

5. Business Etiquette, covering Tele-Etiquette and Business Writing;

6. Assertiveness;

7. Customer Service and Satisfaction;



8. Complaint Handling and Difficult Clients;



9. Diary Management;

10. Travel Arrangements;

11. Stress Management;

12. Time Management;

13. Accurate Recordkeeping;

14. Professional Business Writing;

15. Events Planning and Management.
OBJECTIVES
· Telephone Techniques

· Dealing with incoming calls.

· How to sound confident, interested and helpful.

· Outgoing calls.

· How to deal with telephone calls and visitors simultaneously.

· Complaint Handling

· Establishing source of complaint.

· Remaining polite and helpful.

· Developing a Personal Commitment to Quality Service

· Helping customers to make the right choice.

· Discretion and tactfulness.

· Communication Skills and How to Use Them

· Examining the importance of body language and telephone behaviour.

· The Importance of First Impressions

· Projecting a professional image.

· Using your voice.

· How to remain calm and composed under pressure.

· Customer Relations

· What influences customer choice.

· Understanding customer needs and attitudes.

· Dealing with awkward customers on the telephone and face-to-face.

· Taking and making calls like a Pro 

· The right way to greet, transfer, and hold calls 

· Taking messages & ensuring you get all the right information - the first time 

· Remaining calm irrespective of the caller's behaviour 

· How to take control of the conversation politely and effectively? 

· Establish caller's needs through effective questioning 

· How to use active listening to eliminate misunderstanding 

· Screening calls and getting the information you need without offending 

· Make a lasting impression that makes callers want to call again 

· Telephone etiquette & emanating confidence 

· Perfecting audibility, enunciation and tone 

· Projecting energy, friendliness, and inspiring confidence with a positive voice tone 

· Controlling background noise & your environment 

· Maintaining control with multiple calls coming in 

· Learn how to receive visitors professionally 

· Using appropriate greetings that are warm and welcoming 

· Tactful, courteous, and safe ways for handling visitors who have no appointments 

· Your role in company security 

· Understanding the distinction between 'service process' and 'service outcome' 

· Minimize interruptions caused by customers and co-workers in a tactful yet determined way 

· Image and Presentation - The Company's and yours 

· Showing empathy and understanding Handling difficult people with diplomacy and tact 

· Handling over-friendly "chatty" people with even more diplomacy and tact 

· Rephrase blunt communication for better results 

· Identify personal habits and behaviours that impede projection of a professional image 

· Understand the consequences of poor service 

· Problem solving without emotion 

· Stress management tips to stay motivated under pressure

· Making a good first impression. 

· How to appear professional and confident when speaking. 

· Using the voice correctly when speaking 

· Overcoming nerves when speaking 

· The importance of eye contact and gestures when speaking 

· Thinking on your feet 

· Pronunciation problems will be pointed out, and corrective exercises given.

· Discovering your customer’s needs 

· What is a customer, what do they love and dislike? 

· Do it right 1st time 

· Questioning techniques and listening skills 

· It's all about attitude, avoid negative thinking 

· Customers for life 

· Why do we lose customers? 

· Take P.R.I.D.E
FEES / ENROLMENT OPTIONS
 
R2 890, 00

WE ARE NOW GOING GREEN: Easy and convenient: Course content will be sent to you via email. Help us save the planet by choosing this option.   
ENROLMENT FOR THIS PROGRAMME
To enrol for this course, kindly e-mail Julie at info@sbdstudies.org
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