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COURSE INTRODUCTION / OVERVIEW:

The front desk is the nerve center of any organization, serving as the first point of contact and shaping the crucial first
impression that defines the client experience. This comprehensive training course is meticulously designed to transform
front desk personnel into exceptional brand ambassadors. It moves beyond basic receptionist duties to instill a deep
understanding of strategic communication, client relationship management, and operational excellence. Drawing upon
principles of service quality, as explored by academics like A. Parasuraman in his development of the SERVQUAL model,
this program emphasizes the tangible and intangible aspects of superior service delivery. Participants will explore
concepts from seminal works like "The Welcoming Front Desk" to understand how every interaction contributes to the
organization's reputation and bottom line. At BIG BEN Training Center, we believe that a proficient front desk professional
is not just an administrator but a key contributor to business success, capable of handling complex situations with grace,
efficiency, and unwavering professionalism. This course provides the essential skills, etiquette, and strategic mindset

required to excel in this pivotal role and elevate the standard of client services within any industry.

TARGET AUDIENCE / THIS TRAINING COURSE IS SUITABLE FOR:

e Front Desk Officers and Receptionists.

e Administrative Assistants and Secretaries.

Office Managers and Coordinators.

Customer Service Representatives.

Guest Relations Officers.

Executive Assistants and Personal Assistants.

Anyone aspiring to a career in front office or client-facing roles.

TARGET SECTORS AND INDUSTRIES:

e Corporate and Business Services.

Hospitality, Tourism, and Leisure.

Healthcare and Medical Facilities.

Legal and Financial Institutions.

Real Estate and Property Management.

Educational Institutions.

e Governmental agencies and public sector organizations.

Technology and Telecommunications companies.
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e Operations and Facilities

e Sales and Marketing Support.

e Executive and C-Level Support Offices.

COURSE OFFERINGS:

By the end of this course, the participants will have able to:

e Master the art of creating a positive and lasting first impression.

e Develop exceptional verbal and non-verbal communication skills.

e Implement professional telephone etiquette and call handling techniques.

e Manage visitor and client arrivals with efficiency and professionalism.

¢ Handle difficult customers and challenging situations with confidence and tact.

e Enhance organizational skills for scheduling, multitasking, and time management.
o Utilize front office technology and systems effectively.

e Uphold confidentiality and data privacy protocols.

e Contribute positively to the organization's brand and corporate image.

Develop a proactive approach to client service and problem-solving.

COURSE METHODOLOGY:

The training methodology at BIG BEN Training Center is designed to be highly interactive, engaging, and practical,
ensuring that participants can immediately apply their learning in the workplace. We move beyond traditional lectures to
create a dynamic learning environment centered on experiential activities. The course heavily incorporates role-playing
scenarios that simulate real-world front desk challenges, from handling a busy reception area to de-escalating a client
complaint. Participants will engage in group discussions and collaborative problem-solving exercises to share experiences
and learn from their peers. Case studies of both successful and unsuccessful client interactions will be analyzed to extract
key learning points. Our expert facilitators provide constructive, personalized feedback throughout the sessions. The
program integrates practical demonstrations of best practices, interactive workshops, and self-assessment tools to foster
a deep and lasting understanding of the material. This hands-on, participant-focused approach ensures that skills are not

just learned, but mastered, building confidence and competence in every attendee.

COURSE AGENDA (COURSE UNITS):

UNIT ONE THE PROFESSIONAL FRONT DESK AMBASSADOR

e The strategic importance of the front desk role.

e Understanding the company's brand and values.
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UNIT TWO MASTERING COMMUNICATION AND INTERPERSONAL SKILLS

UNIT THREE EFFICIENT ADMINISTRATIVE AND OPERATIONAL DUTIES

UNIT FOUR HANDLING CHALLENGING SITUATIONS AND CONFLICT RESOLUTION

UNIT FIVE ADVANCED CLIENT SERVICES AND PROFESSIONAL GROWTH

Fundamentals of effective business communication.
Active listening techniques to understand client needs.
Projecting a professional and confident vocal tone.
Professional telephone etiquette and best practices.
Managing multi-line phone systems and call transfers.
Crafting professional emails and written correspondence.

Building rapport and positive relationships with clients and colleagues.

Effective appointment scheduling and calendar management.
Implementing efficient visitor registration and management systems.
Handling mail, couriers, and deliveries systematically.

Fundamentals of office administration and record-keeping.

Utilizing common office software and front desk technology.

Time management and multitasking strategies for a busy front desk.

Maintaining confidentiality and handling sensitive information securely.

Identifying triggers for client dissatisfaction and complaints.
Techniques for staying calm and professional under pressure.

A step-by-step model for effective complaint handling.
De-escalation techniques for angry or difficult individuals.

Saying "no" gracefully and offering alternative solutions.
Managing workplace stress and maintaining emotional resilience.

Knowing when and how to escalate issues to management.

Moving from a reactive to a proactive service approach.
Anticipating client needs and exceeding expectations.
Gathering and utilizing client feedback for service improvement.
Working effectively as part of a wider administrative team.

Understanding internal customer service principles.
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QUALIFICATION

There are no requirements.

HoOWw LONG IS EACH DAILY SESSION, AND WHAT IS THE TOTAL NUMBER OF TRAINING
HOURS FOR THE COURSE?

This training course spans five days, with daily sessions ranging between 4 to 5 hours, including breaks and interactive

activities, bringing the total duration to 20 - 25 training hours.

SOMETHING TO THINK ABOUT:

How can the front desk professional transition from a purely administrative role to a strategic contributor to the

organization's brand and client retention goals?

WHAT UNIQUE QUALITIES DOES THIS COURSE OFFER COMPARED TO
OTHER COURSES?

This course distinguishes itself by adopting a holistic and strategic perspective on the front desk function, viewing it not as
a mere administrative post but as a critical component of an organization's brand and client relationship strategy. While
other programs may focus narrowly on operational tasks, this curriculum delves into the psychology of first impressions
and the nuances of strategic communication that build lasting client loyalty. We emphasize the development of emotional
intelligence and situational awareness, equipping participants to manage complex human interactions with grace and
diplomacy, rather than just following a script. The content is built around real-world case studies and immersive role-
playing exercises that challenge participants to think critically and act decisively under pressure. Furthermore, the course
dedicates significant attention to professional growth, empowering attendees to see a clear career path and understand
their role as a proactive contributor to business objectives. It transforms the receptionist from a gatekeeper into a brand
ambassador, a problem-solver, and a vital link in the chain of client satisfaction and retention, providing a depth of

understanding that is rare in standard front desk training.
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