
www.StaffTraining.co.za  Info@StaffTraining.co.za  0861 996 660  

LinkedIn.com/company/Staff-Training Facebook.com/StaffTraining Twitter.com/SmartAlec99 

Frontline Reception I 

Course Overview: What is Frontline Reception Training? 

Our Frontline Reception I training programme is designed to empower receptionists and 
front-office professionals to realise their full potential and deliver exceptional service. This 
engaging, practical course combines self-assessment, personality profiling, and actionable 
skills to create a professional, positive, and lasting impression. 

The course combines self-awareness exercises with real-world skills, helping learners build 
confidence, adaptability, and efficiency. Ideal for diverse industries, it focuses on immediate 
applications to enhance client satisfaction and organisational reputation. 

Who Should Attend this Course? 

This course is ideal for: 
• New and experienced receptionists or front desk staff
• Administrative professionals transitioning to frontline roles
• Managers aiming to improve their team’s client-facing skills

Learning Outcomes 

By the end of this 1-day workshop, participants will be able to: 

• Maximize personal strengths and growth potential through self-assessment and a
proactive mindset.

• Apply personality profiling to improve client interactions, build rapport, and adapt
to diverse needs.

C
u

st
o

m
er

 C
ar

e 
&

 S
er

vi
ce

 le
ve

ls
 

Duration: 1-Days 

http://www.stafftraining.co.za/
mailto:Info@StaffTraining.co.za
http://www.linkedin.com/company/Staff-Training
http://www.facebook.com/StaffTraining


www.StaffTraining.co.za  Info@StaffTraining.co.za  0861 996 660  

LinkedIn.com/company/Staff-Training Facebook.com/StaffTraining Twitter.com/SmartAlec99 

• Create professional first impressions by maintaining an inviting environment and
adhering to grooming standards.

• Use body language effectively to convey confidence, read client cues, and foster a
welcoming atmosphere.

• Enhance communication by practicing active listening and overcoming common
barriers.

• Master professional greetings and interactions for in-person and virtual encounters
to make clients feel valued.

• Handle telephone calls with structure, voice control, and accurate message-taking
for clear communication.

• Communicate professionally under pressure, using consistent methodologies and
managing difficult clients.

• Differentiate and deliver exceptional service by exceeding expectations and
delighting clients.

• Solidify their role as the "Director of First Impressions" by ensuring consistent,
satisfying experiences.

• Develop a comprehensive resource guide for daily operations and FAQs to
streamline tasks.

• Establish efficient procedures for appointment scheduling, visitor management,
and handling inquiries.

Content 

Attitude and Aptitude: Realizing 
Your Full Potential 

• Exploring drivers of personal and professional
success.

• Setting realistic expectations in frontline roles.
• Conducting self-assessments to identify

strengths, weaknesses, and improvement
opportunities.

Understanding People: Personality 
Profiling for Better Client 
Interactions 

• Introduction to personality profiling.
• Tailoring communication to different client

personalities. 
• Building rapport and handling diverse needs

effectively.

First Impressions Last: Environment 
and Grooming 

• Maintaining a clean, organized reception area.
• Adhering to professional grooming and dress

standards.
• Recognising the long-term impact on client

perceptions and business reputation.

http://www.stafftraining.co.za/
mailto:Info@StaffTraining.co.za
http://www.linkedin.com/company/Staff-Training
http://www.facebook.com/StaffTraining


www.StaffTraining.co.za  Info@StaffTraining.co.za  0861 996 660  

LinkedIn.com/company/Staff-Training Facebook.com/StaffTraining Twitter.com/SmartAlec99 

Body Language: The Power of 
Nonverbal Communication 

• Understanding body language's role in confidence
and approachability.

• Reading clients’ nonverbal signals.
• Practicing positive techniques like eye contact,

posture, and gestures.

Communication Starts With Listening • Developing active listening skills to understand
client needs.

• Identifying and overcoming barriers like
distractions or assumptions.

The Etiquette of Meeting and 
Greeting 

• Mastering professional greetings for in-person
and virtual interactions.

• Role-playing real-world scenarios.
• Making clients feel valued from the first contact.

The Etiquette of Telephonic Liaison • Structuring calls: opening, body, and closing.
• Using voice control for tone, pitch, and clarity.
• Taking accurate messages with tools like the

universal alphabet key (e.g., Alpha, Bravo,
Charlie).

Effective Communication Skills • Applying universally accepted methodologies for
clarity and consistency.

• Developing positive speech patterns.
• Managing difficult clients with patience and

professionalism.

Exceeding Expectations: The 
Professional Receptionist 

• Techniques to go beyond basic service and
delight clients.

• Understanding the impact of consistently
exceeding expectations.

Solidifying Your Role as "Director of 
First Impressions" 

• Creating consistent, welcoming experiences for
clients and visitors.

• Reinforcing your position as the organization's
face.

A Comprehensive Resource Guide 
for Professional Receptionists 

• Building a reference for common tasks, protocols,
and FAQs.

Procedures for a Smooth-Running 
Reception 

• Developing standardized procedures for
scheduling, visitor management, and inquiries.

• Troubleshooting common operational challenges.
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Why Choose This Course? 

Backed by Staff Training's expertise, this workshop delivers interactive, practical training to 
transform frontline performance. In today's client-focused environments, exceptional 
reception skills drive satisfaction and loyalty. Gain actionable tools in just one day to excel as 
a professional representative. 

Elevate your frontline presence and contribute to outstanding customer care! 

The course content aligns with the following SAQA unit standard, which guides the 
workshop's theories and outcomes. 

Note: The unit standards above are an indication of the workshop's content. Our theories are designed to include the outcomes 
recommended by SAQA US IDs. 

Continue reading to learn more about our optional add-on’s, and to find the outline for this course’s specific 
Afterburner. 
Contact us should you have any queries or need assistance, we’re standing by to take your call! 

SAQA US ID NQF LEVEL CREDITS US TITLE 

14338 2 2 Attend to customer enquiries in an office 
setting 
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Optional Purchases: When ROI and Implementation Matter! 

At Staff Training, we understand that each individual and/or organisation has unique needs 
and goals. We have developed a range of valuable, but optional purchases to maximise 
your training outcomes: 

SETA Accredited training options 
Most of our workshops are aligned with SETA Accredited unit standards, or you can opt for 
the fully accredited version of your workshop choice. This includes a certificate of 
competence when successfully completed. All other certificates are certificates of 
attendance. 

The Afterburner 
Afterburners are an optional addition to selected workshops. These continued learning 
courses include a re-cap of material covered during the workshop and continue to expand 
on both knowledge and skills development for the workplace. An outline of Afterburner 
content is included in this document, if available for the chosen workshop. 

Skills Check 
Skills Assessment Checks are a further optional enhancement tool. These Skills Checks are 
structured to help the learner improve on the implementation of new skills through a goal 
driven process of accountability and reflection. Skills Checks are extremely useful in the 
measurement of ROI of soft skills training. 

LevelUp Coaching 
A 2 hour, one-on-one coaching option for those who would like to address and build on the 
knowledge they gained during training. These sessions are particularly useful for unpacking 
real life scenarios and assisting with converting theory into practice under the tutelage of an 
experienced coach. 

Surveys 
Pre- and post-workshop surveys are available to help determine your specific goals and 
current training or change related needs.  Surveys are a great measurement tool and help 
determine the impact of HR and management efforts. 

PowerPath Coaching 
A powerful investment into your future leaders. One-on-one leadership coaching with the 
globally acclaimed Enneagram as the self-mastery tool. 

Staff Training is an accredited IEQ9 Provider. Our Enneagram offerings include a 
SETA Accredited version of a leadership development workshop as well as an 
emotional intelligence and Enneagram combination. You can also explore our 
specialist hybrid offerings of workshops and coaching below. 

Enneagram Group Coaching Journey Enneagram: Insight to Action 
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Afterburner Content (Optional add-on) 

Going in Depth on Effective 
Communication 

• Ensure accuracy by using precise language
and double-checking details for reliable
communication.

• Promote clarity by avoiding technical jargon
and delivering straightforward, accessible
messages.

• Stay concise by focusing on key points and
removing excess detail for efficient
exchanges.

• Adjust your communication style
courteously to align with the listener’s
preferences and cultural context.

Face-to-Face Etiquette • Uphold professionalism by maintaining a
neat appearance and organised workspace
to inspire client trust.

• Welcome clients warmly by standing to
greet them and offering support to enhance
their experience.

• Handle messages and calls promptly using
organisational tools to reduce wait times.

• Manage stress effectively with regular
breaks and self-rewards to sustain a
positive attitude.

Hope to Cope with Difficult 
Situations 

• Prioritise in-person clients by addressing
them first while keeping phone callers
informed.

• Ease tension with frustrated clients through
active listening, solution-focused responses,
and escalation when needed.

• Stay composed with aggressive clients by
allowing them to express concerns before
addressing facts to resolve issues.

• Demonstrate assertiveness by clearly
stating boundaries and needs, particularly
when managing tasks or screening visitors.
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