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YOU ARE THE FACE OF THE ORGANIZATION 
 

1. Qualities of a valuable receptionist 
 
Customers and clients look to companies for products and services that make 
their lives easier. When a customer enters a place of business subconsciously 
assume the first person they encounter is obligated to solve their problems. Often 
the first person they see first is a receptionist. 
 
The customer may act as if a receptionist should know everything. It is not 
possible for a receptionist to know everything, but they can: 
 

• Diagnose problems 
• Create the next step 

 
A good receptionist has a talent for adapting general knowledge of company 
business to solve a wide range of problems. One quality receptionists have is 
problem solving. 
 
In reviewing qualities and careers, we see most careers require special 
qualifications. Careers such as carpentry emphasize physical abilities and a 
mechanical aptitude. A career as a receptionist requires an aptitude for 
internalizing the general knowledge of a company’s business.  
 
General knowledge of your company’s business means: 

• Awareness of customers’ and clients’ needs 
• Facts about customers expectations 
• A working knowledge of the products and services a company 

delivers 
• Knowledge of company policies relating to customers and 
• employees 
• Telephone competency 
• Familiarity with the primary software used by the company 
• Knowledge of the organization’s basic record keeping principles 
• A sense of the power distribution within the organization 
 

  
• Receptionists are the most visible employees 
• Receptionists are the first to meet and greet customers or clients 
• First impressions are lasting impressions 
• Right or wrong we judge the new people we meet 
• Customers judge the organization by the receptionist behaviors 
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Reviewing job description can aid in understanding an employer’s expectations. 
 
Activity 
 
Recall the terms used in a receptionist job description. Spend some time 
brainstorming and writing down terms and phrases used to describe the 
responsibilities of a receptionist. 
 
 
 
 
 
 
 
 
 
 
 
 
 
“Professional behavior” is often a quality that describes a good receptionist. 
Describe professional behavior. 
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A look at the information gathered in the activity reminds us that receptionists 
adopt the perspective of the many individuals with whom they interact. 
 
Taking the point of view of another individual is a necessary asset for a 
receptionist. 
 
For example, when answering the telephone, expectations and needs vary from 
caller to caller. Receptionists analyze the callers’ needs and then place this 
information in the context of the organization’s expectation. 
 
Activity: 
 
Time: 10 minutes: 
Create a job description for a receptionist. Recall the expectations of the job. 
Write the ideas down on a flip chart. You want to make certain that someone 
comes up with the terms “professional demeanor, professional attitude, or 
professional behavior” before the brainstorm is over. 
 
Examples of job descriptions include: 
 

1. Individual to work at our front desk. 
2. Perform various clerical duties as needed. 
3. Possess, at minimum, a basic knowledge of computer applications such 

as MS Word and Outlook. 
4. Someone who has the ability to handle multiple tasks. 
5. Professional demeanor. 
6. Works well independently. 
7. Provides top-notch customer service to all inbound callers and guests. 
8. Excellent customer skills and experience are essential to your success 

with the company. 
9. Professional behavior. 
10. Be at ease. The person who is at ease when dealing with internal or 

external customers is easier to approach, compared with a stiff, tense or 
aloof person. 

11. Be discreet. The possession of knowledge is not a reason to impart it. 
Know when to say something and when not to. 

 
The skills for just answering the phone are knowledge of the company and its 
business, adopting the perspective of others and solving problems presented 
using knowledge of the organization’s expectations. 
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Review of qualities 
 

• A talent for solving a wide range of company business problems. 
• An aptitude for internalizing the general knowledge of a company’s 

business. 
• The dexterity of adopting the perspective of many individuals. 

 
It’s one thing to have the above qualities; it is another to be able to pleasantly 
deliver these qualities in the course of a day. The skills needed to deliver these 
qualities are: 
 

• Be at ease 
• Be discreet 
• Listen 
• Ask questions 
• Offer curiosity 
• Be sincere 

 
Companies want to know if a receptionist will fit well in the company environment. 
Skills that suggest a receptionist will be a valuable resource to the organization 
include: 
 

• Punctuality 
• Dependability 
• Quick learner 
• Follows instructions 

 
Activity 
Working with your group, brainstorm real-life examples of unprofessional and 
professional behavior. 
 
Qualities of a valuable receptionist 
 

• A talent for solving a wide range of company business problems 
• An aptitude for internalizing the general knowledge of a company’s 

business 
• The dexterity of adapting the perspective of many individuals 
• Be a good listener; effective communication cannot occur if it is one-sided. 
• Ask questions. Questions suggest interest and the ability to figure out the 

problem. 
• Offer curiosity. It is a good idea to listen while someone talks about himself 

or herself. The information gathered can be useful in future interactions. 
• Be sincere. People can tell when they are being manipulated. 
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Excellent receptionist qualities are middle of the road 
 
• Staying in the middle allows the customer a comfort zone 
• Too far to one side or the other puts the customer off 
• Everyone wants 

– Cooperation 
– Courtesy 
– Results 

 
The following is a summary of additional qualities of a receptionist:  
 
A talent for solving a wide range of company business problems 
When approached with questions, a receptionist: 
 

• Diagnoses problems 
• Creates the next step 

 
An aptitude for internalizing the general knowledge of a company’s 
Business 
 
General knowledge of your company’s business means: 

• Awareness of customers’ and clients’ needs 
• Facts about customers’ expectations 
• A working knowledge of the products and services a 
• company delivers 
• Knowledge of company policies relating to customers and 
• employees 
• Telephone competency 
• Familiarity with the primary software used by the company 
• Knowledge of basic record-keeping principles used by the 
• company 
• How to Be An Outstanding Receptionist 
• A sense of the company or the power distribution within the 
• organization 

 
The dexterity of adopting the perspective of many individuals 
 
A receptionist must be aware of how to: 
 
Analyze the needs of others in the context of the organizations expectation 
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2. First impressions and their importance 
 
It is a well-known fact that people think they can accurately judge who you are in 
a very short amount of time. As a receptionist, customers, clients and coworkers 
will not only be judging you, but they will also judge your employer. You want to 
create positive reactions from coworkers and customers so it makes sense to put 
effort into creating a strong first impression. 
 
As a receptionist and the first person to greet a customer, you want to ensure the 
impressions customers and coworkers have of you are exemplary.  
 
To accomplish this we look at two areas in which you have control: 
 

• Your personal image 
• Your work space 

 
Your personal image 
Personal image is the silent signal you send. These characteristics contribute to 
your personal image: 
 

• Nonverbal cues 
• Appearance 
• Manner of communication 
• Attitudes 
• Cooperation 
• Self-confidence 

 
You want the silent signal you send to be appropriate for the role, but how do you 
determine the role? Answer the following questions about your employer: 
 
Where is the business located? 
 
� City � Small town � Remote location 
 
How does the business describe itself? What does it say on its Web page or 
annual report about the image it wants to portray? 
 
First impressions and their importance 
 
First impressions are lasting. 
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Activity: 
Time: five minutes 
In groups read the following descriptions: 
 
Intelligent, industrious, impulsive, critical, stubborn and envious. 
 
Describe each of the above in writing. When finish writing the description, decide 
if the description is favorable or unfavorable. 
 
Appearance 
 
Appearance is the first observable characteristic. You want to make certain your 
appearance works with the role of receptionist and the image of your employer. 
With the information you collected above, take some time to describe the kind of 
apparel that will best suit your work environment. 

Remember, it is important to wear the “uniform.” If you don’t, you might not get to 
play. Ask yourself, “Do my choices of colors, hem length, and necklines say that I 
belong, I’m a professional, I have taste and judgment?” 
 
Your personal image 
Nonverbal cues: Your body, your tone of voice and the words you choose are all 
indicators of how you feel about something. These are cues others pick up from 
you. 
 
You may be good at hiding this information, but there are times when it leaks out 
and you communicate information you did not want to communicate. Where 
people get into trouble is in the interpretation of the message. They may be 
correct in saying this person is uncomfortable about rumors about Mr. Smith, but 
the reason they are uncomfortable may be hidden. Maybe Mr. Smith is being 
promoted, and though it is good for Mr. Smith, the receptionist is uncomfortable 
with the change.  
 
We can’t tell people to stop judging, but we can be aware that our messages are 
being interpreted.  Appearance is the first observable characteristic people see. 
You want to make certain your appearance works with the role of receptionist and 
the image of your employer. 
 
Manner of communication: You want to include in your personal image the idea 
that you have the ability to communicate in ways that are effective and 
appropriate 
for the situation. 
 
Manner of communication 
You want to include in your personal image the idea that you have the ability to 
communicate in ways that are effective and appropriate for the situation. This 
includes: 
 

• Using a voice that is suited to the situation 
• Choosing vocabulary that is consistent with your employer’s 
• Expectations and your customers’ expectations. 
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Attitudes 
Attitudes are predispositions to people, places, ideas, or judgments and 
evaluations. A positive attitude toward your customer improves your 
organization’s image. A negative attitude once detected is difficult to retract. Are 
you using judgments that could negatively impact your first impression? Be 
thorough and write down any negative feelings you have for internal or external 
customers. What could you do to change these feelings? 
 
Cooperation 
Cooperation is to associate with another or others for mutual benefit. With 
whom do you cooperate well? 
 
Self-confidence 
Self-confidence is confidence in oneself and in one's powers and abilities. 
 
Your work space 
Whether your workspace is elaborate or simple, it needs to be welcoming to 
visitors and coworkers. The best way to accomplish this is: 
 
Be organized 
o Keep clutter to a minimum, always putting away books and files and unneeded 
supplies when you are finished with them Attitudes are predispositions to people, 
places or ideas—in other words, how you judge or evaluate. Usually people act in 
accordance with their attitudes. It is important that your attitudes toward your 
customer are positive. A negative attitude once detected is difficult to retract. 
Negative attitudes can harm your employer and in turn, can harm your situation. 
 
A young women who was competent as a receptionist worked in a conservative 
business atmosphere. In the beginning she fit in, and her employer was pleased 
with his choice of the new receptionist. That changed when she began dating 
someone new. She decided to save time by wearing to work the outfit she wore 
when dating her new rock band boyfriend. What will her conservative employer’s 
reaction be to the change in dress? How does her dress impact her employer’s 
image? What does her choice of dress say about her priorities? If she wants to 
save her job, what can she do?  
Cooperation is to associate with another or others for mutual benefit. 
 
Self-confidence is defined as confidence in oneself and in one's powers and 
abilities. 
 
Arrange your equipment and office furniture in a way that is convenient and will 
cause the least interruptions Make certain pictures and photographs in your work 
space are tasteful and support the organization’s image Cartoons and jokes 
should be in good taste. There is no need to offend anyone 
 
Activity: 
Time: 15 -20 minutes 
Brainstorm the differences between telephone and face-to face customer service 
environments. Focus on finishing the following sentence: 
 
In the face-to-face customer service environment… 
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3. Greeting visitors 
To the customer, you are the company, especially for first-time customers or 
clients. These individuals rarely know what occurs elsewhere in this company. As 
first-time customers or clients, they are building experience as they go. Their first 
experience with your company could be with you. So it is important to ensure 
they are attended to immediately. You can begin with eye contact and a smile. 
People speak with their eyes as well as with their words. One way to make your 
customer feel comfortable is through effective eye contact. By making eye 
contact with your customers, you will get their undivided attention, and they will 
have yours. Adding a smile is a great touch. Now you have their attention, and 
they sense your sincerity. 
 
Use an appropriate greeting: 

Good morning 
Good afternoon 
Good evening 

 
Ask, “May I help you?” You should personalize this question so it matches 
your employer’s vision of services. Of course, you should seek out a 
customer’s needs and questions and offer assistance. 
 
Write down a few greetings, and practice with a partner. 
 
 
 
 
 
 
 
 
 
 
As a receptionist, it may be your job to: 

• Take information 
• Confirm appointments 
• Inform their party of the visitor’s arrival 

 
Greeting visitors 
 
• How important are eyes when greeting customers? 

– 45% of interaction time looking at eyes 
– We establish relationships with our eyes 
– Eye behavior: 

• influences attitude change & persuasion 
• indicates degree of interest 
• expresses emotions 
• regulates interaction 
• indicates power 
• forms impressions in others 
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Occasionally, you will receive a business card from a visitor. The best thing to do 
when this happens is to say thank you and spend a moment reviewing the card. 
Then place it out of the way. You may find you can use it in the future, or you 
may dispose of it. When greeting customers, you should use your attending skills. 
 
Make certain your eyes, ears and body are open to what is happening. Use a 
genuine smile and an enthusiastic voice. 
 
 

4. Dealing with special needs 
It is important to know what to do and what to say when you are around 
people with special needs. A rule of thumb is to always be polite. It is good 
manners to know the right type of language to use during an interaction 
with a person with special needs. In the following situations, how would 
you work with special needs persons? 
 
Greeting 
Persons in wheelchairs 
 
 
 
 
 
 
 
 
 
 
 
 
Visually impaired persons 
 
 
 
 
 
 
 
 
 
 
Persons with limb loss 
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Hearing impaired persons 
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What do you do when listening to persons who have difficulty speaking? 
 
 
 
 
 
 
 
 
 
 
 
What do you do when you have no idea what to do (i.e., you meet a 
person with a need you have never seen before?) 
 
 
 
 
 
 
 
 
 
 
Experience with special needs can be invaluable to a receptionist.  
 
No matter what a person’s special need is it is always imperative to recognize the 
person. Do not ignore them. Some people unconsciously ignore people with 
disabilities because they are unsure of what to do. As a receptionist, greet the 
person with special needs just as you would any other. 
 
Be prepared to shake hands. If someone has limited use of limbs and offers a left 
hand, use your left hand. If an individual is blind, ask, “Shall we shake hands?” 
Then bring your hand to theirs. Be sensitive to language. Avoid using the words 
handicapped or disability. 
 
If the person is visually impaired, alert them to your approach. Tell them your 
name and your purpose in approaching them. Always ask permission before 
handling a guide dog. 
 
For hearing impaired people, make certain to place yourself in their line of sight. 
Use short declarative sentences. If the person lip reads speak slowly but don’t 
exaggerate. Keep hands and other things away from your face while speaking. If 
an interpreter is present, make certain to speak to the person, not the interpreter. 
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5. Handling security and emergency 
Procedures 
 
Today, security is a concern for every business. Security issues range from 
physical threats to technological threats. Depending on the size of the 
organization, there may be well-established security protocols and procedures. It 
is essential for the receptionist to become familiar with these documents. 
 

• Physical threats 
• Emergency Person in charge 
• Your responsibility 
• Special circumstances 
• Special building procedures 
• Fire building evacuation 
• Severe illness or injury 
• Severe weather 
• Bomb threats 
• Workplace violence 
• Crimes being committed 
• Hazardous material 

 
As the most visible person in the organization you may be the first to encounter 
danger. Some protocols include badges or identification cards that are worn 
on your person. Know the procedures for getting visitors’ badges and make 
certain to always follow, established procedures. For smaller organization there 
may not be defined protocols. What are the protocols for your organization? 
 
Technology threats 
For many companies, computers are an extremely important part of 
business. For that reason, IT professionals (or information technology 
professionals) are in charge of computer security. However, it is always 
helpful to know some of the security terms used by these professionals. 
 
Network 
When computers are linked together and you can view files on one 
computer from another computer. 
 
Threats through e-mail 
Name some threats that come through e-mail: 
_____________ 
_____________ 
_____________ 
How do you stop threats through e-mail? 
___________________________________________________________ 
___________________________________________________________ 
___________________________________________________________ 
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SPAM 
SPAM is unsolicited e-mail on the Internet. 
___________________________________________________________ 
___________________________________________________________ 
 
Computers that are linked, allowing you to view the files on one computer from 
another computer, are networked together. When you include Internet capability 
for each networked computer, firewalls are necessary security measures. 
Firewalls protect individual computers on the network from hackers or individuals 
who (for fun or profit) break into secure areas. 
 
When you receive e-mail you are open to threats from worms, Trojans, spyware 
and many types of malicious e-mail attachments. It suffices to know that 
scanning your e-mail with up-to-date virus software will help stave off these 
threats. 
 
SPAM is unsolicited e-mail on the Internet. Simply put, SPAM is similar to the 
junk mail the mailman delivers. It can be annoying when it fills your in-box 
daily. 
 

6. Qualities of valued receptionist’s checklist 
 

Because you never get a second chance to make a first impression it is 
important to: 
 
• Create a personal image that works with the company image 
• Realize your work space needs to be welcoming to visitors and 

coworkers 
• Greet visitors with a smile 
• Know the particulars of dealing with special needs 
• Be prepared by knowing security and emergency procedures 
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1. CUSTOMER SERVICE INTRODUCTION 
                                                                                                                                                               
Almost everyone will agree that customer service is one of the most important 
parts of your company's overall strategy to conducting business. Without 
customers you really don't have a business. If this is the case, why is it mostly 
everyone as consumers can easily cite examples of poor customer service in 
their daily lives? I believe every company either has or thinks it has good 
customer service. However, if certain steps are not taken to ensure this, the 
reality of their situation is often far worse than their current perceptions. 
 
In any organization the commitment to customer service begins at the top. The 
company's leaders must buy into the fact that they not only need to meet their 
customer's expectations, but actually strive to exceed them. They must develop a 
company culture that understands this concept. In today's world competition is 
tougher than ever. If you can't provide goods or services when somebody wants 
them, there are often four or five other companies ready to fill this void. You 
rarely get a second chance once you drop the ball. If the company's leaders do 
not accept this fact or are not willing to provide the necessary resources to meet 
their customer's needs, they will soon find themselves scrambling for business. 
 
Proper training is one way to develop a company culture that embraces excellent 
customer service. Every employee must understand what is expected of them 
when interacting with customers. Is there a uniform way to answer the phone? 
Are there set procedures in place when a customer has a question or problem? Is 
there an established chain of command to make sure that issues are handled in a 
timely fashion? And most importantly is everyone trained to carry out these 
company procedures? How you handle the problem is far more important than 
the problem itself. A customer must always feel their best interests are being 
taken into consideration, even when you can't give in to their demands. It is far 
better to say no with a smile, than yes with an attitude. 
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2. What is a Customer 
 
Customer service is an integral part of our job and should not be seen as an 
extension of it. A company’s most vital asset is its customers. Without them, we 
would not and could not exist in business. When you satisfy our customers, they 
not only help us grow by continuing to do business with you, but recommend you 
to friends and associates. 
 
The practice of customer service should be as present on the show floor as it is in 
any other sales environment. 
 

Internal and External Customer Service 
 
Before you decide how to “care” for your customers, you need to establish who 
they are.  
 
Internal Customers External Customers 
Every organization needs to identify its customers, both Internally and 
Externally. Customer Service must form part of your own and your 
organisations culture, to both External and Internal Customers. 
Customers found internally 
in the organisation, other 
branches of the 
organisation, suppliers.  

Customers that can be individual persons or 
representing an organisation or a group of 
people. 

 

  ACTIVITY: Consider the following points and write your answers in space 
provided. 
Try to say in a sentence or two what you think is meant by a “Customer” in 
your organisation. 
 
 
 
 
 
Who are your Customers? (Be specific) 
 
 
 
 
 
What is meant by “Customer Needs” 
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It should be every organisations policy to meet its customer’s needs and you 
should take a broad view on the following points: 
 

• Customers needs go beyond the basic and the services which you 
provide. 

• Everyone who works in a company has customers regardless of whether 
they work with external, or internal co-workers. Customers fall into external 
and internal categories. 

 
External Customers 
External Customers are the people who you deal with, either face-to-face or over 
the phone and who buy products or services from you. 
  
They are customers in the traditional sense of the word, without them there would 
be no sales or business. If your definition of a customer stops here, you are only 
seeing half the picture. 
 
Internal Customers 
Internal Customers are the people who work inside your company and rely on 
you for their services, products and information that they need. 
 
They are not traditional customers but they need the same tender, loving care 
you give the external customers. Customer service should be part of your own 
and organisational culture, regardless whether they are external or internal 
customers. 
 

3. Customer Chain 
The relationship between internal customers and external customers is what 
forms the customer chain. (Also known as the customer service culture that is 
within the organisation). 
 
How can you expect employees to treat customers with respect if no one treats 
them with respect at work?  
 
The quality of service that a company provides to its customers is a direct 
reflection of how the staff of the company treats each other and is treated by their 
superiors. 
 

  ACTIVITY 
Consider the following points write your answers in the space provided. 
What is your organisation’s culture with regards to internal customer’s service? 
Do you reflect a difference in your organisation between external and internal 
customer? 
Does your organisation have a customer service culture / policy in place? 
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4. Self Evaluation on Customer Service 
 
Use this Self Evaluation to evaluate your own ability to deal with people and 
customers. 
 
Use the following numbers to evaluate each self-evaluation: 
0 = Rarely 
1 = Sometimes 
2 = Often 
3 = Almost Always 
Question Rating 
When having a conversation with a customer, do I give him or her  my 
complete attention and avoid doing other activities (working on the computer, 
writing unnecessarily, doing a crossword puzzle, and so on)? 

 

Do I make eye contact when speaking with a customer the entire time he/her 
speaks to me to show that I am paying attention? 

 

When speaking to a customer over the phone, do I make an effort to use 
inflection in my voice to convey interest and concern? 

 

Do you give the customer time to finish his complaint or request before 
responding to his/her request? 

 

Do I pick up the telephone or my personal cell phone where applicable by the 
third ring? 

 

When I need to put a customer on hold, do I ask his or her permission and wait 
for a response before doing so? 

 

Do I avoid technical jargon and use language that the Customer can 
understand? 

 

When I cannot provide the customer with exactly what he or she wants, do I 
suggest options and alternatives? 

 

Do I sincerely apologize to the customer when my company or I have made a 
mistake? 

 

When a customer voices a complaint, do I remain calm and understanding – 
even if I think he or she is wrong? 

 

Do I view customer complaints as an opportunity to improve service rather 
than as a problem that is taking up valuable time? 

 

 
Add your score up. The lower the score is the worse the service. Use this 
questionnaire on a regular basis to evaluate yourself. 
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5. Basic Principals of Customer Service 
 
There are three basic Customer Principals that customer satisfaction might be 
grouped in, for example: 
 
CUSTOMER SATIFSACTION 
Product Factors Convenience Factors Human Factors 
-The range on offer, 
-the price, 
-the quality and specifications, 
-the standard of aftercare. 

-Location, 
-parking facilities, 
-opening times, 
Payment 
arrangements. 

-Speed of service, 
-skill and knowledge of 
staff, 
-attitude and behaviour 
of staff. 

 
ACTIVITY 

Consider the following points and write your answers in the space provided. 
What are the products that influence customer satisfaction? 
 
 
 
 
 
What are the problems with the products that cause dissatisfaction with 
customers? 
 
 
 
 
 
What are the solutions to these problems? 
 
 
 
 
 
Is there a culture of Customer Feedback and Action of this feedback in your 
organisation? 
 
 
 
 
 
 
 
What are the convenience factors that influence customer satisfaction? 
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What are the problems with the convenience factors that cause dissatisfaction 
with customers? 
 
 
 
 
 
What is the human factor that influences customer’s satisfaction? 
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6. Customer Service Importance 
 
The more effective your customer care, the more business they will do with your 
company. The more business a company generates the more profit it stands to 
make. 
 
This enables the company to pay competitive salaries and therefore makes good 
business sense to look after customers as a disciplined practice. 
 
Customers are not dependent on you, you are dependent on them as they pay 
the salaries and without them, businesses have to close down and as a result, 
people would lose their jobs. 
 
When customers make purchases or use services and are parting with hard-
earned money, they like to be treated properly, irrespective of their gender, age, 
race, colour or creed, and will otherwise take their business elsewhere if not. 
 
Keep in mind that you are the link between the outside world and your 
organisation and as first impressions are lasting, it is up to you to make your first 
impression count. 
 
REMEMBER: If it were not for customers – there would be no need for your 
company! 
 

7. Customer Service impact on your organisation. 
 
Customers are your organisation’s most important asset and the relationships 
you have with them will be the benchmark by which your organisation is judged in 
terms of customer focus and quality of service. Their attitudes towards your 
organisation will depend on the way in which you treat them. 
 
 
The lack of caring for your customers could result in the organisation not reaching 
its true potential. Caring about the customer can create a competitive and 
harmonious organisation as people like dealing with people, who care and this 
results in the customers returning, generating repeated business and increased 
profits. 
 
For every bad service a customer experiences he/she will tell at least 5 others, 
who in return will tell 5 more and soon, resulting in 10 people and more having a 
bad impression of the organisation, which is 10 potential customers lost – a loss 
of income / turnover for the organisation and loss of profits. 
 
Organisation’s employees contribute in specific ways to create an overall positive 
experience for customers. As an employee, you represent the company’s image. 
If your image is professional and personal, then customers will have this image of 
the company. 
 
The key to growth in an organisation lies in having a caring attitude towards all 
customers, even the difficult ones. Good customer service must therefore be a 
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part of an organisation’s very reason for being, and not seen simply as a tool to 
prevent customers from going elsewhere. 
 
The diagram below illustrates how customer satisfaction impacts on the 
company’s profitability. 
 

SATISFIED CUSTOMER 
 
 
 

MORE TRANSACTIONS / SALES 
 
 
 

MORE PROFITS 
 
 
 

SECURE WORK EMPLOYEMENT 
 
 
 

SATISFIED EMPLOYEES 
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8. Customer Service Needs 
 
Anticipating your customer’s needs could eliminate unnecessary time and 
irritation. 
 
Pay attention to the customer’s needs and decide how your organisation’s 
service can benefit them. 
 
Anticipate your customer’s needs and wants and look for clues in the verbal and 
non-verbal messages they are giving you. 
 
Listen attentively, ask appropriate questions and observe the customer’s body 
language. 
 
To anticipate the needs of your customers, you should ask yourself the following 
questions. 
 

1) Have I considered all the customer’s needs? 
2) What are the customers likely to need or want next? 
3) How can I improve the service for the customer? 

 
The difference between your customer’s needs and wants may be that some 
customers know what they want, or they will have a general idea. Generally 
customers will often tell you what they want but their needs are not stated as 
often. 
 
If you know your organisation well, you are in a good position to help a customer. 
 
It helps to keep appropriate materials you can refer to close by, for example, 
product lists, services offered, general tourist information, tariffs. If you first have 
to check up on the information, tell the customer and remember to contact 
him/her with the relevant information. 
 
It can happen that you have a customer caller who has been transferred 
incorrectly to your department. Unnecessary time can be saved if you have 
anticipated such a situation and know enough about the organisation providing 
relevant information, providing specific contact names, before redirecting the 
frustrated customer to the correct department. 
 
Anticipate calls by using a message pad and using the correct techniques for 
taking a message should the customer be unable to reach the correct person. 
 

• Make sure the message is complete and understandable. 
• Get the complete name and contact details of the caller. 
• Note the reason for calling. 
• Note the time of the call and date. 
• Note the name of the person the customer wanted to speak to. 
• Repeat the information to the customer to ensure that all the details are 

correct. 
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ACTIVITY  
1) Consider and note the needs of local customers and state how these needs can be 
met. Discuss at least 5 examples. 
 
 
 
 
 
 
 
 
 
 
 
2) Consider and note the needs of various domestic tourists and state how these 
needs can be met. Discuss at least 5 examples. 
 
 
 
 
 
 
 
 
 
 
3) Consider and note the needs of international tourists and state how these needs 
can be met. Discuss at least 5 examples. 
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• Send out warm and positive signals to each customer prior to the start of 
the interaction. 

 
• Be as sensitive as possible to the customer’s emotional state. Bear in 

mind that if you attack him/her verbally and cut him/her down to size, and 
cruelly expose his/her ignorance – you will damage his/her self-esteem. 
Show some sensitivity when you point out his/her error. 

 
• Allow and possibly encourage customers to express their feelings should 

you feel they want to. 
 

• Listen with genuine interest and feeling to what your customers have to 
say. 

 
• If you don’t know the answer to the question, assure the customer that you 

will find out and let them know as soon as possible. 
 

• Try to find something you like in each customer and let it show. 
 

• Never make customers feel bad for expressing their feelings, but always 
try to make them feel good for talking honestly about how they feel. 

 
• Eliminate any negative feelings you have about your customers. These 

feelings will show no matter what you do. 
 

9. Annoying habits to avoid 
 
Annoying habits that irritate customers include the following examples: Take care 
not to subject customers to this sort of behaviour and unprofessional conduct. 
 

• Being ignored and not greeted by staff. 
• Being false and smiling insincerely at a customer 
• To be yelled at 
• To stand in long, slow-moving queues 
• People that make no effort whatsoever 
• Not paying attention to what the customer is saying 
• Keeping customers waiting, without acknowledgement while completing a 

previous task 
• To wait for service while you chat on the telephone 
• Talking to a colleague when dealing with a customer. 
• Unhelpful monosyllabic answers, especially “no” 
• To be served by a person that smokes cigarettes or chews gum. 
• Any negative body language 
• People that don’t answer letters or return phone calls. 
• Not thanking a customer when a transaction is completed. 
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10. Confidentiality 
 
In your daily interactions with customers and colleagues, you will at times 
encounter confidential information, which requires professional conduct as 
discussed in the policy and procedures below. 
 
Step Action 
1 Never gossip about or criticize your customers and colleagues. 
2 Don’t divulge personal/sensitive details regarding your 

customers/colleagues. You could be held legally liable by doing so. 
3 Treat the organization’s internal operations and future plans with 

confidentiality. 
4 Never give out any information you may have regarding salaries – yours or 

anyone else’s. 
5 Protect confidential documents and confidential words on your computer. 

Use passwords where possible. 
6 If you are busy with a customer and the phone starts ringing, excuse yourself 

and attend to the call. It’s is rude to lift the handset and still be talking to the 
customer sitting with you. The caller doesn’t know what is happening and 
confidential information could be overhead. 

7 If your manager is unavailable, - do not give out information about where and 
with who your manager is, should a person wish to speak to him/her. Rather 
try to assist the customer yourself or refer him/her to someone who will be 
able to assist him/her. 

8 Be wary of the chatty caller who asks a lot of inappropriate questions, they 
might be from the media looking for a story. 

9 Never give information regarding contact details of customers, e.g. home 
address, telephone numbers or any other personal information. 

10 Never divulge any information regarding financial details of your customer. 
 
The reason for not divulging company and customer information are many but the 
most important is for security of company information and the security of 
customers. 
 
Never tell a caller that a colleague is out of town unless you know the caller well. 
You could be compromising their home security by informing a stranger that they 
are not at home. 
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11. Personal Presentation  
 

Customers will judge you and your organisation by the way you look and present 
yourself. 

 
It is your responsibility to maintain a high standard of personal hygiene and 
grooming to present the professional image required of staff working in your 
department. 

 
Your organisation has specific presentation requirements for staff in particular job 
roles and should you have to wear a uniform always present the professional 
image required for staff working in your department. 

 
A high standard of personal presentation is important when greeting customers 
because customers are more likely to respond well to you and feel welcome if 
your appearance is clean and tidy. 

 
Not only is personal appearance important, but also the presentation of your work 
location. It is your responsibility to keep your immediate work area and/or the 
equipment you work with neat and tidy. 

 
A cluttered and untidy work location creates an impression in the customer’s 
mind that the company is not well run and organised. It may also put the health 
and safety of customers, co-workers and yourself at risk. 
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1. TELEPHONE TECHNIQUES 

 

How to give a bad impression on the phone: 
 

• Don’t answer at all. 
• Don’t identify yourself or the organization 
• Don’t appear to be interested in the customer 
• Don’t listen to the customer. 
• Don’t inspire confidence 
• Leave the customer on hold 
• Cut the customer off while transferring them. 
• Be rude or condescending to the customer 

 
2. Managing First Impressions 

 

The call starts with a verbal handshake where the customer is 
greeted.  The customer expects to be treated in a way that is: 
 

• Professional 
• Courteous 
• Personal 

 
The first impression usually has an impact on whether or not the call will generate 
a sale. 
 
Exercise:  Critically examine your manner on the phone – are you guilty of any of 
the issues that give a bad impression? 
 

 

 

 

 

 

 

 

 

 

 

 
 

3. Managing the Call 
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Once the call has been successfully opened, the rest of the call 
needs to be managed by: 
 

• Asking the right questions 
• Actively listening to the other person 
• Giving an necessary explanations 
• Resolving any complaints or problems 
• Being assertive should the need arise. 

 
This means that the sales person must control the process by taking an active 
part in it. 
Using Your Voice 
 

The voice is what will convey a significant proportion of the meaning 
of the sales call through: 
 

• Pitch 
• Volume 
• Tone 
• Pace 
• Accent 

 
The customer connects with the voice, so the sales person must use their voice 
to best effect. 
 

4. Attitude 
 

Presenting a positive attitude requires: 
 

• Setting goals and work towards them. 
• Follow the Golden rule - treat people like people. 
• Don’t let others’ bad attitude affect you. 
• Take action - don’t put things on hold. 
• Avoid making excuses. 

 
Exercise:  What are the factors that have the most negative impact on your 
attitude during a call?  How do you manage them? 

 

 

RECEPTIONIST OVERVIEW: PRACTISE TO BE PERFECT 
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It takes a special person to be an excellent receptionist.  The following general 
secrets to becoming that receptionist: 

Be courteous. Be respectful. Treat everyone like they are the most important 
person that has walked into the office that day. This is your job- nobody cares 
about how you got stuck in traffic this morning, how you ruined your brand new 
purse, or even how you lost your favorite CD. Leave personal matters at home. 
(Even if you don't respect their message or the way they convey it- fake it) 4 

Have a positive attitude. Smile. It's your job to appear happy and kind. People 
will be more comfortable talking with you if you show them that you're totally 
happy to speak with them. Making small talk with visitors is okay as long as it 
doesn't interfere with phone calls or other duties. 5 

If someone is still being unreasonable, find a way to diffuse the situation. If 
you have truly listened to them, and shown them respect, they will not be angry at 
you- only the situation. You will then be able to direct them to a party that can 
assist them or alleviate their concerns. 6 

Give good directions. Know your neighborhood and the locations of nearby 
bathrooms, restaurants, landmarks, highway onramps, and the like. 7 

Keep busy. A receptionist is always on task, and makes sure she/he has good 
organizational skills. If you have nothing to do- GET something to do! Ask a 
customer if they need help, see if your other co-workers need assistance, etc. 8 

As soon as someone enters the office, direct your attention to them, 
immediately, and give them a pleasant greeting. Something to the effect of 
"Good morning sir/ma'am, welcome to _______," and then- "Are you here to see 
____ ?" or "How may I be of service to you today?", works well. 9 

Answer the phone politely with a standard greeting such as "Good 
Morning, Thank you for calling our company, my name is ___, how may I 
direct your call? Make sure the phone is answered on the first or second ring. 
Do not keep people on hold for more than one minute. (It's longer than you may 
think.)  

Listen carefully to the name of the person the caller is asking for. Repeat back 
to caller if necessary. Cell phones often distort sounds. Write the person's name 
to which the call is directed if pronunciation is difficult.  

Direct the call politely with a standard phrase such as "One moment please for 
Mr. Smith." Or if that individual is on the phone, "I am sorry; Mr. Smith is on the 
phone at the moment. Would you like to wait on hold or would you like to leave 
him a voicemail message?" Politely thank them and direct the call accordingly. 10 

For visitors who come to the front desk, greet them with a smile and a 
standard greeting such as "Hello. How may I help you?" Don't say How CAN I 

http://www.wikihow.com/Practice-Courtesy-and-Kindness
http://www.wikihow.com/Maintain-a-Positive-Attitude
http://www.wikihow.com/Smile
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help you? This is improper grammar use. Customers and clients do indeed notice 
bad grammar.  

After the visitors identify who they are and who they are looking for, contact that 
individual and let her/him know who is there. A standard appropriate phrase is 
"Mr. Smith, Mr. Jones from XYZ Corporation is here to see you for his 2 o'clock 
appointment." Always get a first and last name and the name of the organization 
they are from. It is helpful to ask if they have an appointment with Mr. Smith. Mr. 
Smith will give you instructions about where to have visitor wait and for how long. 
You can then tell visitor "Mr. Smith will be with you in a moment." or "Mr. Smith 
said that he is finishing up a meeting and will be with you in 5 minutes. You may 
have a seat. Thank you." 11 

Greet delivery personnel with the same professionalism and politeness as 
any other visitor. You may be required to sign for deliveries. Make sure your 
signature is legible. Delivery personnel may need directions where to leave 
packages. Make sure you contact appropriate employees for such matters. 12 

As an employee, if the boss asks you to do anything extraordinary, politely 
agree.  

Outstanding receptionists make their bosses look 
outstanding! 
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