SKILLS FOR BUSINESS DEVELOPMENT 

TRAINING SOLUTIONS
(012) 376 4278

RECEPTIONIST ADVANCED 2 - DAY TRAINING PROGRAMME
COURSE OVERVIEW

First impressions last, and staff who work in any reception area are vital members of the corporate team. Their level of performance is invaluable to the overall success of an organisation. Covering all aspects of the role, from answering the telephone to dealing with visitors, this Receptionist Skills training course is suitable for anyone who works in a "front office" situation. 
DURATION

The course will take place over 2 days – 09:00 to 16:00 daily.
VENUE
CLIENT’S COMPANY OR SKILLS FOR BUSINESS DEVELOPMENT VENUE
KEY MODULES

1. Telephone Etiquette

2. Customer Service

3. Professional Business Etiquette

4. Effective Communication Skills

5. Stress Management

6. Time Management 

7. Assertiveness

8. Problem-Solving

9. Decision Making

10. Leadership Skills

11. Anger Management 

12. Defusing Hostile Clients
LEARNING CONTENT
· 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 customers 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

PRICE/COST OPTIONS

Training
for 2 days


 R 2 690, 00 per delegate
Includes comprehensive training material, voice training audio recording CD, refreshments, certificate and travelling to do onsite training.
ENROLMENT FOR THIS PROGRAMME

To enrol your delegate for this course, kindly e-mail Bianca at info@secretarialstudies.co.za and enquire about suitable and available training dates.
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