
Business Week begin 15 Feb – Reception Services 

 

Learning Intention: 

• To understand the importance of the role of the reception 

 

Success Criteria: 

• To know what procedure occur in the reception of a business 

• To know about some of the documents and equipment used in reception  

• To be able to state why the reception is important 

 

Lesson Information 

The lesson contains text and questions on the above topic 

 

Pupil Task:  

• Read each section of text. 

• Answer the questions that relate to the text. 

• Questions will get harder as you go through them, meaning you may find you need 

to stop, or email your teacher for help. 



Reception Services 
 
Why is the way in which visitors are dealt with important? 
 
The receptionist is often the first person that a potential 
customer comes across – first impressions count.  What the 
reception says and does and reflect on the organisation as a 
whole.  The way visitors are dealt with and the layout of the 
reception give and overall impression of the efficiency of the 
organisation and the care the organisation takes towards their 
customers. 
 
Qualities and Duties of a Receptionist 
 

Qualities Duties 

• thorough knowledge of the organisation — 
layout, main activities and key personnel 

• good communication skills (attentive, with a 
clear voice and good handwriting) 

• tidy and well groomed friendly and helpful 
• polite 
• calm 
• patient tactful 
• discreet 
 

• welcomes visitors to the organisation 
• operates the switchboard (receives phone 

calls and, where appropriate, makes phone 
calls) 

• takes and passes on messages 
• contacts members of staff to inform them of 

a visitor's arrival 
• directs visitors to areas/rooms within 

building 
• ensures that visitors enter information in the 

Visitors' Book 
• signs for mail, packages and parcels 
• makes sure that the reception area is well 

organised (magazines kept tidy and up to 
date, dirty cups removed, flowers and plants 
watered, etc) 

other duties may include: operating the 
telephone answering machine and fax 
machine, and word processing 

 



How the visitor should be received by the receptionist 
 

 
 

Greet the visitor 
 

Ask the visitor for her/his name, position and the organisation she/he represents 
 

Ask the visitor who she/he wishes to see 
 

Ask if an appointment has been made 
 
 

WITH APPOINTMENT WITHOUT APPOINTMENT 

Check the appointment in the Appointment 
Book 

Try contacting the person the visitor wants to 
see (to find out discreetly if the person wants 

to see the visitor 

Issue the visitor with ID  If the person is available to see the visitor 
issue ID, get them to sign the Visitor Book, 

direct to person’s office 

Ensure the visitor fills in the Visitor Book 
correctly, or the receptionist may add this to a 

computer files 

If the person is not available to see the visitor, 
ask if someone else can help, suggest they 

make an appointment, get the visitor to 
complete an entry in the Visitor’s Book 

Phone the person to announce the visitors 
arrival 

 

If the visitor is required to wait, offer 
appropriate refreshments, and ask them to 

take a seat 

 

Direct visitor to required person’s office  

 



How Should a Reception Area Be Set Out? 
 

 
A. Reception area situated near the main entrance 
B. Large reception desk with visitors’ records 
C. Computer access 
D. Waiting area 
E. Toilet facilities 
F. Access and facilities for disabled 
G. Well decorated and furnished 
H. Reading material 
I. Drinks 
J. Organisation chart 
K. CCTV 
L. Photographs of key personnel 
M. Certificates and awards given to the organisation 

 
What is an electronic diary? 
 
✓ A computer application which allows users to check, enter and store information on future 

appointments  
✓ A space may be provided for a 'to do' list and for notes to be entered beside each 

appointment, eg papers to be taken to a meeting 
✓ The electronic diaries of several people can be searched to find a suitable date for all to meet  
✓ The application will not allow two meetings to be scheduled for the same time on the same 

date   
✓ Regular meetings, eg a meeting on the first Monday of each month, need be keyed in only 

once — the application will then repeat the entry automatically 
✓ Names, addresses, phone numbers, e-mail addresses, etc can be stored in the address book 
✓ the receptionist may access electronic diaries to confirm visitors' appointments 
 
On the next page is an illustration from a desktop information management application called 
Microsoft Outlook. This application not only provides an electronic diary but also allows the user to 
prepare 'to do' lists, make notes and send and receive messages. 
 



 
 
Which Phone Services Might a Receptionist Use? 
 
➢ Operator Services (if help is needed in making a phone call) 
➢ Directory Enquiries (used to find a phone number or code when a directory is not available) 
➢ caller display (shows the phone number of the caller) 
➢ call return (used to find out the phone number of the last caller) 
➢ frequently-called phone numbers (numbers are stored in the phone's memory and called by 

pressing one or two buttons) 
➢ last number redial (last number called is redialled by pressing a button) 
➢ charge advice (when a person making a phone call wishes to know the cost of the call) 
➢ reverse charge (collect) call (the cost of the call IS charged to the account of the person being 

called) 
 
What Is a Mobile Phone? 
 
Hand portable (powered by a rechargeable battery — indicator shows level of power in 
battery) operates through cellular phone system (eg Vodafone, O3, Three, Tesco Moble) 
• user may have to key in a security code before dialllng the phone number required 
• numbers and text shown on liquid crystal display (LCD) screen 
 



Uses 
 
• used to contact people who are on the move (eg visiting customers/clients) 
• person can use the phone whilst away from base or whilst travelling 
• important messages, eg notice of cancelled meeting, can be passed on easily and quickly to 

the appropriate 
 

Advantages Disadvantages 

• easily transportable — modern phones are 
small and lightweight 

• easy to use 
• no need to get access to a public phone 
• person is immediately contactable provided 

their phone is switched on 
• offers extra security to person travelling 

alone emergency services can be contacted 
quickly, eg if car breaks down 

• can be used to contact almost anywhere 
within UK 

• may be used to make and receive phone calls 
In many countries throughout the world 

• calls made to or from a mobile phone are 
charged at a higher rate than other calls — 
prices are, however, becoming more 
competitive 

• phone ringing may disrupt meetings and 
conference 

• use of a mobile phone may annoy other 
people, eg fellow travellers 

• not allowed to be used on aircraft 
• it is illegal to use a hand-held phone whilst  

driving (adaptors for hands-free are 
available) 

• person may have her/his work continually 
interrupted by phone calls 

 
Other facilities may include: 

• voicemail 

• receipt and transmission of text messages 

• access to the Internet through WAP (Wireless Application Protocol) technology. 
 
What Security Procedures Should Be Followed at By the Organisation? 
 
The reception area will usually be located near to the main entrance. Other entrances should be 
safeguarded eg by requiring the keying in of a code number known only to employees or the swiping 
of a security card/pass to unlock the door. 
 
On entering the building at the start of the day, staff may be required to enter information in a Staff 
Sign-In Book.   All members of staff should be required to wear an identification badge, preferably 
with a photograph, at all times.  When leaving and returning to the building during the day, staff 
should enter information in a Staff In/Out book. 
 
A visitor to an organisation should be required to report to reception to check his/her appointment, 
enter appropriate information (name, time of arrival, company name, name of person to be seen, 
car registration number, etc) in a Visitors' Book and be issued with a security badge. The visitor must 
enter his/her time of departure in the Visitor Book and return the security badge when leaving the 
organisation. 

 
Visitors should be taken or directed to the room where they are to be seen or directed to a waiting 
area from where they be collected.  The access of visitors to areas of the budding where important 
or sensitive information is dealt with should be strictly limited.  If access to these areas is required 
then the visitor must be supervised at all times. 
 



What Security Procedures Should Be Followed at Reception? 
 
• there should always be a member of staff at reception — another member of staff should be 

available to take over at lunch/coffee breaks and when the receptionist is absent 
• the receptionist must make sure that all visitor records are completed fully and accurately 
• the receptionist should not take part in confidential phone conversations in front of visitors 
• any paperwork which the receptionist is dealing with must be kept out of view of visitors 
• the receptionist' computer screen should be angled away from the view of visitors 
• filing cabinets in the reception area should be locked when the reception area has to be left 

unattended; computers should be shut down 
 
What Type Of Security Might An Organisation Use? 
 

 
 

Security Measure Features 

CCTV • cameras placed at key viewing points inside and outside building 

• cameras may rotate and be capable of scanning wide areas  

• monitors can be viewed by staff responsible for security (reception staff, 
gatekeepers, etc) 

• recordings may be made on videotape  

• staff may be able to control the direction of cameras remotely and adjust 
the focus of cameras so as to provide better identification, record car 
number plates, etc 

Locked Doors • doors are kept locked - doors are unlocked by a member of staff when 
other members of staff or authorised visitors wish to enter 

Keypad/Combination 
Lock 

• numbered keypad fitted on outside door/wall of staff entrances or on 
door/wall of secure room within the building 

• a security entry number, made known only to members of staff, has to be 
keyed in before the door will open keypads will not operate when the 
organisation is closed 

• doors with keypads must not be left propped open 

Entry Phone • entrance doors are kept locked 

• a notice invites visitor to press a buzzer and provide information into a 
microphone system 

• the receptionist listens to visitor's information and remotely opens door 
catch as appropriate 

Swipe Card • members of staff are issued With a plastic card which must be swiped 
through a device to unlock the door and gain access to the building or to 
certain rooms within the building 

• the magnetic strip on the swipe card contains a security code 

• staff must keep swipe cards secure 

Security/ID Badges • staff are issued with security/ID badges  

• badges give the name of the member of staff, her/his position and 
section/department within the organisation  

• the badge will usually contain a photograph 

• security/1D badges may have to be shown to security personnel on entry 



Appointment Book, 
Visitors Book, Staff 
In/Out Book 

• provide information on appointments and records of visitors and staff 
entering and leaving the premises 

 

Visitor Badges • given to authorised visitors by staff at reception 

• authorised visitors can be identified quickly by members of staff 

Security Personnel 
(Security Guard, 
Gatekeeper) 

• may provide an initial security check on visitors and staff entering and 
leaving the premises/ car park - security personnel will usually be located 
beside the main entrance 

• in some organisations, security staff may be required to search briefcases 
and bags 

• security personnel may be called upon to deal with unauthorised or 
aggressive visitors 

 
How Should Security Problems be Dealt with? 
 

Security Problem Procedure 

Suspicious parcel left 
at reception 

• attempt to identify the person/organisation who delivered the parcel 
and who the parcel is for do not attempt to move the parcel 

• inform security personnel  
• if still concerned, evacuate the reception area and call the police 
• enter information on an Incident/Security Breach Report Form or in an 

Incident Book 

Aggressive visitor • try to calm the visitor by talking to her/him - do not attempt to restrain 
the visitor 

• if visitor still aggressive, call security personnel to escort the visitor from 
the premises  

• the visitors organisation may be informed about the visitor's behaviour 
• enter information on an Incident/Security Breach Report Form or in an 

Incident Book 

Unauthorised person 
gaining access to the 
building 

• try to find out the location of the unauthorised visitor 
• call security personnel 
• call police as appropriate 
• enter information on an Incident/Security Breach Report Form or in an 

Incident Book 

Abandoned car in car 
park 

• call security personnel 
• inform police if unable to trace owner 
• enter information on an Incident/Security Breach Report Form or in an 

Incident Book 

 



Examples of Books and Forms Used in Reception 
 
 

 
 

  
 

 



 

 
 

 
 



Reception Services 
 

There are 7 questions to answer, they will get harder as you go through them.  You are 

expected to answer as many questions as you can.  You will know when the question is 

too hard for you.  Feel free to use the notes as well as the internet tohelp you answer 

any questions.  If you are stuck either email me or ask during the Live Lesson or Live 

Check In times. 

 

Q 1 

 

The following people applied for the position of receptionist at a large printing firm: 

 

 
 

All three were rejected because it was thought that they would not give the correct 

impression of the organisation. 

 

(a) Suggest four qualities which the organisation is likely to look for when appointing 

a receptionist.  

 

(b)  Suggest four duties which the receptionist would carry out. 

 

 

 

 

 

 

 

 



Q2 

 

The following illustration shows the reception area of SuitU, a large clothing 

manufacturer. 

 

 
 

Suggest four Improvements which could be made to the reception area of SuitU. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Q3 

 

Identify two features, two advantages and two disadvantages of each of the following 

pieces of equipment: 

 

 

 
 

 

 

Mobile Phone Electronic Diary Tablet 

 

Set out your answer in the form of a table as shown below. 

 

Equipment Feature Advantage Disadvantage 

Mobile Phone 1 

 

2 

 

1 

 

2 

 

1 

 

2 

 

Electronic Diary 1 

 

2 

 

1 

 

2 

 

1 

 

2 

 

Tablet 1 

 

2 

 

1 

 

2 

 

1 

 

2 

 

 

 

 

 

 

 

 



Q4 

 

The following illustration shows the layout of the reception area in an organisation: 

 

 
 

(a) Suggest four other items which could be provided for the information or comfort 

of visitors to the organisation. 

 

(b) Suggest four Items of equipment, other than the computer, which you might 

expect to find on the receptionist's desk. 

 

(c) Suggest four security measures which could be taken by the organisation to make 

sure that only authorised visitors get access to the organisation. 

 

 

 

 

 

 

 

 

 



Q5 

 

Senior Managers at SuperRugs, a large carpet manufacturing firm, are experiencing the 

following problems: 

 

• it takes a long time to sift through their diaries to find suitable dates and times 

to hold meetings of senior staff 

• regular meetings have to be written in separately on both the Senior Managers' 

and secretaries' diaries 

• the Senior Managers often forget to pass on information about future 

appointments to their secretaries - this has led to the double booking of 

appointments. 

 

(a) Suggest how the use of electronic diaries would overcome the above problems. 

 

(b) Suggest two other features of electronic diaries which the Senior Managers or 

their secretaries might find useful. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Q6 

 

You are the Administrative Supervisor in an organisation and have recently received 

the following memorandum from the Office Manager. 

 

MEMORANDUM 

 

TO: Administrative Supervisor 

FROM: Sunil Gupta, Office Manager 

DATE: Today's 

SUBJECT: Security at Reception 

________________________________________________________________ 

 

The following lapses in security have recently been brought to my attention: 

• the reception area was left unattended and a visitor wandered into the main 

office area 

• a visitor managed to read part of a confidential letter on screen which was being 

keyed in by the receptionist 

• a visitor was locked in our premises overnight 

• an employee of a rival organisation, who was attending an appointment with a 

member of staff in our organisation, was found wandering on her own through the 

corridors. 

 

 

 

Design an appropriate set of procedures for the receptionist to follow to ensure that 

the above lapses in security do not occur again. 

 

 

 

 

 

 

 

 

 



Q7 

 

The following table outlines a number of security problems which have arisen at Scotia 

Bank Card Services and how the receptionist dealt with each of the problems. 

 

Security problem How dealt with by receptionist 

A visitor without an appointment 

refused to leave the reception area 

until she had been seen by the 

required person 

I asked the visitor to wait in the 

reception area — I managed to fit 

her in between appointments. 

A large suspicious-looking parcel 

was left in the reception area 

I moved the parcel into a store 

cupboard at reception. 

A visitor arrived one hour early for 

an appointment. 

I asked the visitor to wait in the 

reception area until the time of the 

appointment. 

A person called to repair a 

photocopier but he did not have any 

identification. 

I accepted the person was 

legitimate because he was wearing a 

uniform, got him to sign the 

visitors' book and directed him to 

the main office. 

An illegally parked car was left near 

the main entrance and was blocking 

other vehicles. 

I got security staff to push the car 

to the side of the road to allow 

other vehicles to pass. 

 

Analyse each of the above problems and recommend an appropriate course of action 

which should have been taken by the receptionist. 
 


