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Reception

-~ ESRE & B

~

To receive and assist visitors efficiently and successfully, a front desk secretary should:
Make full preparations prior to the reception.

Greet the visitors promptly and properly.

Settle the visitors comfortably while they are waiting.

Notify the person the visitors expect to see.

Provide explicit directions on where to find the person to be met for the visitors.
Politely bid farewell.

KLEKKEK

Complete the relevant record of the reception. j

®Introduction (FE5ID

Receiving visitors is one of the chief responsibilities of a front desk secretary. It is very
important to receive visitors properly, make them feel comfortable and deal with them
professionally. In this task, we’re going to open up some discussions on the main points to keep to

while carrying out a daily reception work.

ol 2
" Sample Dialogue (¥R%/575)

Here are some tips on providing a proper reception service to visitors:
Step 1:  Prepare for the reception
® Make sure you know your organization’s business and main departments.
® Make sure you know the layout of your building or site, parts which may be restricted and



2 SCBE R b SE4E BT A2
how to give clear directions.
® Make sure you know how to contact relevant departments and people.
® Make sure that you and your work area present a positive image of your organization.
® Make sure you have different sources and types of written information which might be
appropriate for different visitors.
® Make sure you have all the necessary equipment and materials available and in good order.
Step 2:  Greet and identify the visitor
® QGreet visitors in a friendly but polite manner, not over-bearing nor condescending,
without unnecessary delay.
® Find out your visitors’ identity, ascertain the purpose of their visit and communicate with
them appropriately.
Step 3:  Ask the visitors to wait
® Direct the visitors to a comfortable waiting area.
® Offer refreshments, newspaper or magazines to the visitors.
® Provide visitors with the information they request, as long as you are able and authorized
to do so.
® Follow other procedures to make sure visitors are comfortable while they are waiting.
Step 4:  Notify the person to be met
® Contact the person they have come to see promptly, provide them with clear information
about the visitor and follow their instructions.
Step 5:  Direct the visitors to the venue of the meeting
® Provide visitors with clear directions to parts of the building they are supposed to visit.
® If necessary, refer the visitors to someone else who can take them to their destination.
Step 6:  Seeing off and complete the reception
® Bid farewell to the visitors politely and accompany them to the front gate if necessary.
® Make sure to keep a detailed record of visitors and who they are visiting.
SEFEL
VAT R SR 6 — 2 kB
$-¥. AedH
® HEART MATENM LSRRI, , ,
® AR T MAM BT AL, AR F REBISFAB N, defT ik 2 3389 B 1N
EED
® il do TR AARK I TTAALR .
® BT ArAtiey TAE R BAL R T AR N E TR,
® HEXIRABAGERE TAARGRA LA, ZEFETRR A TR RE,
® FEIRELIFT FiA b Bk b A LR CMBSRA F.
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2=y RUDFE, REZAFFT X0
® FIFALSMGHRITE, FTEBAAALTERLHER, REAHRLEHIER,
® A F H BRI B, S wAA] TR,
229 ABERM bR
® KiFEI|RIATFEHFREK,
® HiFERpLEL, RARLE,
® AARGIRFTE B Z A iy BRI E K 6912 8,
® BATHAL TAERAL B BATIE TR,
2oy, drBHLA
® S EPARHRATBRE, FURRRFTENIE L, TREYHILAKGIEF,
225 SIMBEHBHARE
® GIIFEAHIIBALY M EFFENIELE.
® SBHE, HHAAFRGTEINY NGRS,
LY. FHALKLHGEH &
® mMirEAMEA, S XE, EFEIKT,
® FmMit RKiF BB NAA (15 &,

Vocabulary and Structures (i]Jl- 545 #))

properly IEAfih, i&EY4Hh present a positive image IR K
professionally %Mk, PI4THE ER
receive 1 £F, il appropriate &S 1; 1EMM

assist # B, B greet [i]------FTRME; XKl

layout Afi &, %&HE identify $Uill; 451

contact F&fill, EXHR ascertain #40, KH; #E

give clear directions £ T B # K $5 5| refreshment ZCEF, A0

As a front desk receptionist, you should receive the visitors properly, make them feel comfortable
and deal with them professionally.

YE Rl B84, VRIS SRR TS, ABATERBIRFE, TERMATR AL FE R D ) SRk
TAE BN

Make sure you know your company’s business and main departments, all the appointments and the
whereabouts of the executives.

PRAFRE A 7 LS R R ZERT), SR A L LRI L.

Stand up and greet the visitors immediately when they enter the reception area.
NN IX N bR 5 W .

You should enter the visitor’s name, title and the company he represents in the registration form.
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RAGEAER VI BILR LS R ANNEL . B L AT RE AT
As for the appointed visit, contact relevant departments and people after seating the visitors.

WERZBERFHTMANZN, 2% NAT G R SHCHIITMA RIEBKR.

If the visitor could not be met at the appointed time, you should explain tactfully the reason for a
delay and apologize for it.

R NG I RIBERART, R 24 15 &b Hh in DA AR B8k
} o
~“"Basic Language Training (LHHE 2 1450)

I. Choose the appropriate forms of the words or expressions given below to complete the
JSollowing sentences.

refreshment greet contact communicate identify professionally layout properly

1. His new house is furnished and equipped.

2. Her voice should be trained.

3. Do you know about the of the railway station?

4. On seeing the accident, he the police immediately.

5. When they step into the restaurant, a waiter comes up to them.

6. Passengers are asked to their suitcases.

7. Besides enjoying songs and dances, can we have any there?

8. This Chinese boy is able to with the guest in Spanish.

Il. Decide whether the following statements are true or false according to the passage.

1. During the reception, you can ask the personnel department for information of the person to be
met.

2. The front desk secretary should have an internal telephone directory in hand all the time.

3. When greeting the visitors, you should try every means to please them.

4. You should contact the person to be met before knowing the identification of the visitors.

5. You can offer the visitors something to drink or read while they are waiting for the appointments.

6. You can ask someone else in your organization to take the visitors to the place they are going

to be met.

it A,g N
" Complete the Task (52 TIEfES)

Read the following passage and finish the practices after that.
How to Deal With Unexpected Visitors
Being a front desk receptionist, sometimes you have to deal with unexpected visitors or even

hostile visitors. The following guidelines may be of some help to you.
® Find out any necessary information about them, such as the name, title, company and the

person they come to meet.
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Show them your organization’s procedures for allowing entry and explain why. Ask the
visitors to understand and comply with them.

Show them the range of information you are able and authorized to give, and alternative
information sources.

Deal with problems of the visitors politely and efficiently and in line with your
organization’s procedures. Try several approaches if necessary.

If the visitors become angry and frustrated after being rejected, show that you understand
and sympathize their problems and that you are prepared to work hard to solve them.
Monitor the activities of visitors and take action to control where necessary.

Encourage visitors who are in the wrong place to leave and, where necessary, help them to
do so or summon others to help you to do so.

Immediately and accurately record and report details of incidents with visitors to relevant
people and organizations.

Your role in presenting a positive image of your organization is always important.

Keep in mind the visitors rights even if they are unexpected or hostile.

They have to be respected.

They have to be treated equally and not be discriminated against.

They have to be treated in a dignified way.

They have the right of privacy.

They have to be cared for in a way they choose.

They have the right to access information about themselves.

They have the right to communicate using their preferred methods of communication and
language.

Practice 1: Answer the following questions according to the passage.

1.
2.
3.

4.
5.

What is the necessary information about the visitors that you should get?

If the visitors insist to enter your organization against the regulations, what should you do?

If the visitors enquire about the confidential information of your organization, how should you

answer them?

If the visitors get mad at you unreasonably, what should you say to calm them down?

What should you do after dealing with the unexpected visitor?

Practice 2: Case analysis.

One morning, a neatly dressed gentleman steps into CRG Company. Hu Ling, the front desk
secretary, stands up to greet him. “Good morning, sir. What can I do for you?” “I have an

appointment with your marketing manager this morning.” Hu Ling checks the schedule of the
marketing manager and cannot find any appointment that morning. “May I have your name card,
please?” “Here you are. I’'m Robinson from the advertising department of WKC, a well-known

magazine in Australia.” After contacting with the marketing manager, Hu Ling learns that Robinson
is an unexpected visitor and won’t be met. After talking with Robinson for a while, Hu Ling gets to



6 B HR b FE0E ] R

know that the purpose of Robinson’s visit is to open an advertising area for CRG Company in
WKC. What should she do next?

%\.x
WAfter—Class Practice (U552

W EFHAFR  Get to know how to deal with different types of visitors
W EFEXK

Discuss with your partner on how to deal with the following types of visitors and act out the

course of the reception with them: expected visitors; unexpected visitors; hostile visitors. The
following stages of reception are for your reference:

Greet the visitors.

Identify the necessary information of the visitors and the purpose of the visit.

Ask the visitors to wait and offer means for killing the time.

Contact the person to be met.

Inform the visitor on the meeting time or other approaches if the visitors cannot be met.

Send off the visitors politely.

Complete the paperwork of the reception.

3 EFRITEH

Ask the students to demonstrate that they have applied the principles outlined in the text in

their practice and through their knowledge.
Enable the students to master the vocabulary and sentence structures related to the topic

“daily reception”.

8 EFHR

A recorded dialogue of no less than 1 minute.

Three written examples for receiving the expected visitors, the unexpected visitors and the

hostile visitors. You should use no less then 500 words.

ESE & BR |

Greet guests with friendly words and offer help.

Check the availability of the person that guests want to meet.
Offer guests means to kill time if they have to wait.

Offer to take messages if the wanted person is not available.

Usher guests to their destinations. )
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‘Q/Introducﬁon (FES5IAD

Receiving visitors is both an easy and tough task. It is easy when you are prepared and greet
visitors with care. Things could turn sour if you deal with visitors absent-mindedly. Through this
task, you are going to acquire the basic skills in dealing with visitors.

o
"g&«/Sample Dialogue (IR2Z7<7E)

Zhong Miao:  Good morning, sir. Can I help you?
B b4, k4. Eiafa$?

Mr. Bray: Good morning. I’m Elinor Bray from Donne Manufacturing of Canada. I have an
appointment with Mr. Zhang, the purchasing manager of your company, at 9:15
this morning.

B E4f! BAEMEK Donne i 22 7 [f] Elinor Bray. A4 74 KE I 9:15
FURAT] R R 28 B2 5K 56 A6 WLTH

(Checking the visitor registration chart.)

(& T — FHEEFLHFZE.)

Zhong Miao: Oh, yes. Mr. Bray. Nice to meet you. Would you please take a seat? I’ll tell Mr.
Zhang that you are here.

B, Bray SBfE. 4. BAETHAR? WA ke,

(Making a phone call with Mr. Zhang.)

(LKL FT 5. )

Zhong Miao: Hello, Mr. Zhang. Mr. Bray from Canada is here for his appointment. When shall I
let him in?
B4, kA, IMEKE Bray SEASKEA T . R ARRIGEMDIERYE?

Mr. Zhang: Just a minute, I have an important paper to deal with. I’ll call you when I am ready.

Fo%, RIEEAHE - EECH. TR RRG IR,
(Zhong Miao hangs up the phone and walks to Mr. Bray.)
(Fp#R1E T H 15 E ) Bray S5 )
Zhong Miao:  Sorry, Mr. Bray. Mr. Zhang is engaged now. Would you please wait for a moment?
#1#K, Bray stE. FREAEDAEIEN . BHREME G2
Mr. Bray: All right.
It
Zhong Miao:  Let me bring you something to drink. Would you like coffee or tea?
WA P ORNIE, AR INHEIE R 7
Mr. Bray: Tea, please.
o
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(5 minutes later. The phone rings.)

S A E7. HBIiZEmT.)
Mr. Zhang: I’m ready now. You can let Mr. Bray in.
BHERLF T o AILAiLE Bray SE4EHER T .
Zhong Miao: OK.
53
(Turning to Mr. Bray.)
(/7] Bray 564.)
Zhong Miao: Mr. Bray, Mr. Zhang is ready to see you now. The elevator is over there on the left
hand. Mr. Zhang’s office is on the third floor, room 302.
Bray Se4, FKAEAMERSF T . HBRTEARIL. KREEMDABIE=)E, 302 K.
Mr. Bray: Thanks.
.

Vocabulary and Structures (ialJ_ 545 #))

available %5
let sb. in FRFHFAZEA

elevator HLfH

right now &I, H i

expect INA (FEND 23k, 5%

appointment £
be engaged 1T-
office M A=E
wait EFF

meeting 213

Good morning, sir. Can I help you?
BEg, S, REEABHDTG?
Have you already made an appointment?
A SR L 5 T ?

Can I have your name, please?

H R ALT?

Can I ask what you want to see him about?
A A

Please go right in. He is waiting for you.
HEHEW., MEEE.

Sorry, Mr. Black is having a meeting.
AR, MFFEEEETS.

Would you like something to drink? Tea or coffee?

TR At A7 FRIESEINEE?
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I’m afraid that Mr. Black can not see you right now.
Reta A0 3 po SE AR IMAEA e WA
Would you please wait for a moment?

HEEHE - Fg?
~C/ Basic Language Training (GEAliE =140

I. Choose the appropriate forms of the words or expressions given below to complete the
JSollowing sentences.

office engaged meeting wait appointment available

1. Do you have with him already?

2. Ican’t go to the party as I will be all that day.
3. Take him to my please.

4. Would you please for a moment?

5. Mr. Black is having a .

6. Iam at 5678435.

II. Complete the dialogue according to the Chinese hint.

Situation: An important visitor, George Smith, comes to the office for an appointment with Alice
Beaman, the Market Manager. He is early, so Alice asks her secretary, Lily Zhong, to
look after him until she's ready.

S:  Good morning.

Z: Good morning.

S: Iam Gorge Smith. (BREEZEWLLE 11 AHEFENLL) .

Z: Yes, Mr. Smith. (B8R ANIELEZEE) . She will be with
you in a few minutes.

S: Fine.

Z: Would you like to have a seat while you are waiting?

S: No, thanks. I’ve been sitting for the last three hours, and I’d like to stretch my legs.

Z: (BER A A7 wiHE, REREBRD ?

S:  Yes, that would be very nice. Could I have a cup of tea, please?

(Lily Zhong hands Mr. George Smith the tea. After that, she calls Ms. Beaman.)

Z: Ms. Beaman, Mr. Smith is here to see you.
A: I’m ready. Please bring him in.

Z: OK.
(Turning to Mr. Smith.)
Z: Mr. Smith. (S RANBEREL L) .

GERXIAE) .




