Reception



· Duties of a Receptionist

1. The receptionist looks after visitors to the firm.

2. The receptionist arranges appointments, so that visitors can see people who work in the firm.

3. The receptionist might also be the telephonist so will answer the telephone and connect telephone callers to the people they wish to speak to.



· Personal Qualities of a Receptionist

The receptionist is the first person in the firm whom visitors meet, so he or she must:

1. Be helpful
2. Be polite
3. Speak clearly
4. Be patient
5. Know all about the people in the firm
6. Be well-groomed 
(clean and ironed clothes, polished shoes, clean nails and hair, etc)





· Dealing with Visitors who have an Appointment

1. When the visitor arrives, ask if they have an appointment.  
They will tell you:
· who they have come to see, and 
· what time their appointment is

2. Ask their name, and check the Appointments Diary, to make sure that they have come at the right time.

3. Take their Business Card, if they have one, and ask them to sign the Reception Register.

4. Telephone the member of staff they have come to see, to say the visitor has arrived.

5. EITHER: ask them to take a seat, because the person they have come to see will come to Reception to get them

OR: give them directions to get to the correct office.



· Dealing with Visitors who DO NOT have an Appointment

1. When the visitor arrives, ask if they can have an appointment.  They might give you a Business Card and say “No, but I would like to speak to the Manager.  Is she/he in?”

2. Ask the visitor to wait (or sit down) while you telephone the wanted member of staff to find out whether they are willing to see the visitor.

3. If the wanted member of staff IS willing to see the visitor, ask the visitor to sign the Reception Register and give them directions (or ask them to wait, and the person they have come to see will come and get them).

4. If the wanted member of staff IS NOT willing to see the visitor, ask them if they would like to make an appointment.  Make the appointment and ask them to sign the Reception Register.

· Books/Forms which the Receptionist takes care of

· Reception Register
When a visitor arrives, the receptionist asks them to sign the Reception Register, saying who they have come to see.  This keeps a note of all visitors to the firm.

· Appointments Diary
When someone telephones to make an appointment, the Receptionist writes a note of the date and time, and who they wish to see, in the Appointments Diary.  (like the Appointments Diary at the dentist, hairdresser, doctor, etc)

· Staff In/Out Book
When members of staff come into the office, or leave the office, they should sign the Staff In/Out Book which is kept at Reception.  This is essential if there is a fire.




· Duties of the Telephonist

1. If the Receptionist is also the Telephonist, he or she will answer telephone calls to the firm.

2. The Telephonist should speak very clearly and politely.

3. Next to the phone, there should be a telephone message pad.

4. If someone telephones the Manager, but the Manager is not in, the Telephonist should ask:

Would you like the manager to call you back, OR
Would you like to call back, OR
Would you like to leave a message?
 
Then the telephonist should fill in the telephone message sheet and leave it on the Manager’s desk.





















Reception

COLLECTING INFORMATION

PROCESSING INFORMATION
(Doing something with the information you have collected)

TRANSMITTING INFORMATION
(sending the information to someone else)

Examples from Reception

	Collecting 
Information
	Processing
 Information
	Transmitting Information

	
Asking a visitor if he/she has an appointment.



	
Checking the Appointments Diary to make sure the appointment is there.

	
Telling the manager that the visitor is here to see him/her.




Electronic Diaries

An electronic diary (e-diary) allows the user to key in appointments on computer instead of writing them in a book. There are lots of advantages of using an electronic diary instead of each individual keeping a book.
· The diary can be seen by other people at the same time, so they know where you are at any time.
· The diary alerts you of double bookings by telling you if you already have an appointment at this time.
· The diary can be programmed to automatically put in routine appointments, e.g. a team meeting at 2pm each day.
· [bookmark: _GoBack]The diary can be linked to files on the computer making it easier to find information needed.

