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Reception

announce (v.) To call out a person's name, position, elc.

appearance The outward or surface look of a person or thing

appointment A time and place fixed or arranged for a
meeting

arrangement An ordered procedure for fixing or setting
dates and places for travel, work, meetings

clerical work Work in an office which involves reading,
writing, filing

client A customer; often used for a regular customer of a
business lawyer or other professional services

deal (v.) To act (in business); to transact business; to do

duties jobs; functions :

executive A person in a position of management or
administration .

hesitancy doubt; delay; waiting before decision

inefficiency The inability to produce properly or in sufficient
quantity



A. Dialogues

matter (n.) question; problem; subject

note (v.) To write down for future reference

notify To give information of something

operate (v.) To work; to use

procedure A method of doing or conductlng business; a
course or system of action’

receptionist A person employed to recelve visitors,
customers, hotel-guests

refer (v.) To look up in a dictionary; to send somebody to
consult someone else

represent To act for a company; to be m a responsible
position on behalf of a company

switchboard (n.) A systern or apparatus for’ coxmectmg
telephones

tact (n.) The ability to say and do things without hurting or
insulting other people

task duty

title (n.) A description of a person's position or status in an
organisation

visiting card A small card with a person’s name, position,
address, telephone number and other details printed on it

Secretaries who receive visitors are called receptionists. There
are various kinds of receptionists, however. In a small firm,
the ‘receptionist’ may have to receive visitors, do some
typewriting and clerical work, and operate the switchboard
as well. A doctor's receptionist may have additional duties.

In a large firm, on the other hand, a receptionist normally
does nothing apart from receiving visitors and making
appointments and travel arrangements,

There are different tasks and procedures involved in
receiving visitors with an appointment and without an
appointment. Receptionists should be notified by executives
or their secretaries of all the appointments which have been
made each day. This should be done in advance or at the
beginning of each day. Executives should report their
movements (for example, going to see an important client,
going to lunch) o a receptionist throughout the day. If the
receptionist has this information, she can receive and talk to
visitors without any hesitancy when they arrive, and there
will be no appearance of inefficiency. .

Conversations between receptionists and visitors can take
many forms, but there are some greetings, requests,
explanations, suggestions, and apologies which are very
widely used. For example:

Receptionist Good morning, sir. Can I help you?

Visitor Good morning. My name is Fitzherbert, and I
represent Johnson's Pharmaceuticals. I have an appomtment
to see Mr Dantini.



Receptionist Yes, Mr Dantini is expecting you, Mr
Fitzherbert. If you'd like to take a seat, I'll let him know
you're here.

The receptionist then dials Mr Dantini's extension number.
Mr Fitzherbert of Johnson's Pharmaceuticals is here.
Shall ! send him up? Thank you.

(to visitor) Mr Dantini will come down and see you right
away, Mr Fitzherbert.

Visitor Thank you very much.

Note that Mr Fitzherbert had an appointment. He introduces
himself in an elaborate way and tells the receptionist that

he has an appointment. She should know this in advance,

so she can say that Mr Dantini is expecting him. Visitors may
not always introduce themselves so well. For example*

Receptionist Good morning, madam. Can I help you?

Visitor Yes. I would like to see Mr Dantini, please.

Receptionist Yes. ... You must be Miss Hutchinson. Mr
Dantini is expecting you.

Note that the secretary does not ask if the visitor has an
appointment. She could say: Do you have an appointment
with Mr Dantini? but this would sound rather cold. It is
better to assume that Mr Dantini has an appointment with the
visitor and check in the appointments list first. If there is no
record of an appointment, then the recepnomst should ask
the above question.

When a visitor who has not made an appointment arrives,
the receptionist should offer him a seat, and promise to
contact the person he wishes to see, or someone else who
can deal with the matter. The receptionist may be offered
a business visiting card, with the name, title and company
printed on it. If the visitor does not present a visiting card,
the receptionist should note the name of the caller, the date
and time, the firm he represents (if any), who he wishes to
see, and who he is referred to. If there is a delay, the
receptionist should offer the visitor some reading matter.

If it is a long delay the visitor would appreciate some form
of explanation. The receptionist should apologise for any
delay. The executive or his secretary will usually come
down to the reception area to greet the visitor and then
bring him to the office. If they don't, the receptionist should
escort the visitor to the executive’s office. The receptionist
should announce the visitor's name, title and company and
should introduce him to the executive.

Receptionist Good morning, sir. Can I help you ?

Visitor Yes. I would like to see Mr Dantini, please.
Receptionist Do you have an appointment ?

Visitor No, I'm afraid ['haven’t. I'm from Wilson Cars, and



I've come to see Mr Dantini to discuss sales of our new
model. '

Receptionist Could I have your name, please ?

Visitor Ramsbotham. John Ramsbotham.

Receptionist If you'd care to take a seat, Mr Ramsbotham,
I'll see if Mr Dantini is free.

Visitor Thank you.

Receptionist (to Mr Dantini on his extension) | have a Mr
Ramsbotham of Wilson Motors who wants to see you. ..,
Thank you.

(to Mr Ramsbotham) Mr Dantini will come down to see you
in about five minates, Mr Ramsbotham. There are some
magazines on the table over there if you'd like to read
them. ‘

Visitor- Thank you.

If the visitor has an appointment, it is usually a good idea
to address him or her by name. This is a friendly gesture,
and makes the visitor feel that hé or she is welcome. If the
executive is busy, and the visitor is unable to wait, the
receptionist should make another appointment.

Receptionist Goed morning. Can I help you?

Visitor Yes. I have an appomtmem with Mr Dantini,

Receptionist Mr Fraser ? :

Visitor Yes, that's right.

Receptionist I'm afraid Mr Dannm 1s engaged at the
moment. Would you mind waiting ?

Visitor Well . . . How long will he be ?

Receptionist About twenty minutes.

Visitor Oh, that's too long. I have another meeting at 11.

. Receptionist Can the Assistant Manager deal with it ?

Vigitor No. I got in touch with Mr Dantini myself on the
telephone yesterday and discussed details with him. I
doubt if anyone else would know about the matter.

Receptionist Perhaps you would like to make an
appointment for some other time ?

Visitor Yes, 1 suppose that's the best idea in the
circumnstances. I'll be in this area on Friday morning.

- Friday morning at 10.30. Is that all right ?

Receptionist Yes, I'll make a note of that and ask Mr Dantini
to confirm: Does he have your telephone number ?

Visitor Yes, but I'll leave my card, just in case he has lost
‘the one I gave him.

Receptionist Thank you, Mr Fraser. I'm sorry about the
confusion but we'll see you on Friday.

Visitor Yes. Thank you. Goodbye.

If it 1s necessary ta tell a visitor that it is impossible or
inconvenient for an executive to see him, this may have to be
done tactfully. If the executive is away from the office, it is



not too difficult. The receptionist may ask if someone-else - -
"in the office can help. If the executive is in the middle of a
meeting, the receptionist should explain carefully what is
happening. If the executive simply hasn't enough time

or doesn’t want to see the visitor, then the receptionist has a
difficult job and must explain or make suggestions with tact.
A future appoiritment can be arranged.

Receptlomst Good morning. Can I help you?

Visitor Yes. I'd like to see Miss Wilson.

Receptionist Is Miss Wilson eypectmg you sir ?

Visitor No, I'm afraid not. .

Receptionist Could I have your name, pleqse ?

Visitor Sproat. Jeremy Sproat.

Receptionist If you'd like to take a seat Mr Sproat, I'll see if
Miss Wilson can see you.
(to Miss Wilson on her extensmn) I have a Mr Jeremy
‘Sproat here, who wants to see you Yes ... you can’'t?
Al right.
(to visitor) I'm afraid Miss Wilson can’t see you at the
moment. Would you like to 'see sorieone else who can
deal with the matter ? ’

Visitor No. I must see Miss Wilson.

Receptionist I'm afraid that's not possible at the moment, sir.
Please leave your card and I'll ask Miss Wilson to get
in touch with you herself. Perhaps she can arrange an
appointment for some future date.

Other responses by a receptionist, explatining reasons why
an executive cannot see a visitor, and making suggestions

1 'I'm afraid Mr Dantini can't see you today. He's away
from his office at the moment. Can the Assistant Manager
deal with.the matter 7'

2 'I'm afraid Mr Dantini can't see you today. He's in the
middle of a meeting at the moment. Would you like to make
an appointment for next Wednesday ?’

If the receptionist accompariies the visitor to the executive's
office, he announces the visitor’s name, title and the.
company he represents. He then introduces the executive
to the visitor. ’

This is Mr Fitzherbert, the Representative from Johnson'’s.
This is Mr Dantini, the Sales Manager.

This is Miss Hutchinson, the Research and Development
Manager of Tyne Textiles Ltd.

This is Mr Dantini, our Sales Manager.



B. Language
practice

1 Notice how a receptionist asks a visitor to wait for a short
time, while he or she contacts the person the visitor wants
o see.

If you'd like to take a seat, I'll tell him you're here.

Ask a visitor to wait, using these words:

1 wait a few minutes/Mr Dantini/fcome and see you

2 take a seatfl/contact the Sales Manager

3 sit down over there/the secretary/bring you up to the
office

4 take a seatf[/see if the Director is {ree

5 wait a few seconds/l/ring his extension

6 come this way/the messenger/show the way to the office

7 wait in the reception room/I/get/in touch with the Sales
Manager

8 take a seat/Ifask/him to come down .

8 wait a few minutes/I/phone through to his secretary

10 take a seat/l/ask/his secretary o see you

2 Note how you can say that you will tell somebody
soimething, in a formal, arranged way:

'l let you/him know when it arrives, etc.

Say that you will ‘let someone know’ the following:
1 If he is free
2 Who is available in the office
3 What time he returns
4 The best time and date for an appointment
5 How much you can claim for travelling expenses
6 Where the Sales Manager will be on Friday morning
7 How to fill in the application form
8 When Mr Jones is free
9 As soon as the secretary rings back

10 Where Mr Hopkins' office is

Ask someone to ‘let you know’ something in this way:

Will you ‘ ?
 let me know | when Mr Hopkins | returns }———

Please

1 Where is the Director'’s office ?
2 When will the meeting finish ?

3 Who will be free this afternoon ?
4 What canIdo to help?

5 How can [ coniact Mr Dantini ?

6 How can I assist you?

7 What time suits you ?

8 What do you want me to do?



3 Notice how you ask if someone else can help, if the
person the visitor wants to see is not present.

Can the Assistant Manager deal with it?

If a visitor comes to the receptionist and asks to see the
Production Manager, the receptionist tells him that he is not
present. Ask the visitor if the following people can help:

1 The Research and Development Manager

2 The Production Manager s deputy

3 Mr Hopkins

4 His secretary

5 Anyone else

6 The engineering department

7 Any cother manager

8 The Sales Manager |

9 Somecne in the General Office

10 Our Representative

4 Apologies: Note how a receptionist apologizes for a delay.

in the middle of |-
I'm sorry for the delay. He is a meeting.
attending

Apologize for the following:

1 The delay/Mr Hopkins/busy

2 The error/The secretary/attend/meetmg

3 The delay/The Sales Manager/away/on business

4 The inconvenience/The Director/at lunch/an impor.ant
client

5 The delay/Mr Danhm/attend/conference

5 Regret l\uonce how you express regret when someone
is not present.

I'm afraid -Mr Hopkins can't see you today. He is away on
business.

Express regret in the same way for the following :
1. The Sales Manager is ill. -
2 Mr Ward is in the middle of a meeting.
3 The Director is out. He went to have lunch.
4 The Manager's-secretary is attendiag a conference.
5 The Representative has been detained by fog at Lpndon -
Airport.
6 The Managing D1rector w111 be very busy all day.
7 The Production Manager is in our other office.
8 The Director cannot be contacted at the moment.
‘9 Mr Dantini has another appointment.
10 Miss Wilson is too busy to see you at all today.



6 Sometimes a receptionist keeps a register of visitors,
and c’ten the visitors write the details of their visit in this
register.

The register for November 29th, the date on which the
receptionist's conversations in this unit took place, would
look like this:

*Name Time
Date of Title Firm of Action Referred
visitor arrival to
s SALES MANAGER imB APPOINT-
21
q NOY R.FRASER (EUROPE) ELECTRONICS 09. 45 zszN,z.gD
' ; Johmsans p ‘
29 Nov |M. Fitzherbert Regreseredive ; b 11.00 v Mr Dantin
29 Nov. @PRWM% Derector Wilsens Curs 13,10 | -aeen | M- Donlind
. R h ‘ ‘
ANy | CHadingn | o |gmeToddls | 430 |7 I Dantin
Monader

This 1s a record of the date and time of a visitor's call,
who the visitor is and his position or title in the firm, the
narne of the firm, the action taken, and the executive who
has seen the visitor. .
Notice that the record closely follows the conversations
between the receptionist and the visitors.
Mr Fraser arrived at 9.45 a.m. but Mr Dantini was in the
middle of a meeting, and Mr Fraser couldn’t wait. The
receptionist made an appointment for the following Friday.
Mr Fitzherbert-arrived on time, he had an appointment
at 11 a.m., and was sent to Mr Dantini's office.

Mr Ramsbotham arrived with no appointment, but

Mr Dantini was free, and so they met.
Miss Hutchinson arrived on time and saw Mr Dantini.



Now look at this receptionist’s register :

I N . K .
Date of Title Firm Toi? ® | Action | Referred
visitor , arrival to
Nov.30 | C~Jongs (Mr) . Malkdean@u Cress QWnt 0315 AHWM
(Burgpe) =Y - vinond)
Nov30 (A Carion (Mr) | Repraenative | FISIrFoods 11000 |7 | pepkios
Nov.30 | R Oulver (Mrs) | Research Assigant |WindsorTextiles | 1115 | Seen | Msgs wilsn
Nev30 | K Shephord (Mr) |Represeritective | AMI Inferativa] 12.30 | None | _ -
Wov.30 | SR Fraris (Miss) | Birector fgi; Fahion 13.00 | | |y Dantini

C. Yocabulary

7 Write the conversations between the receptionist and
the visitor for the five visits recorded (above) in the
receptionist’s register. Write the conversations in dialogue
form, in the same way as the conversations between the
receptionist and the visitor earlier in this unit.

I Note the phrases used in this unit:

By name Refer to him by name. (Don't call him 'sir’.)
In advance Inform me of the appointment in advance. -

(before it happens)

In the middle of He is in the middle of arrangements for

the conference. (he is very busy)

In touch with I'll'get in touch with his secretary (@
contact his secretary.)

Out of the question You can't see him. It's out of the

question. (impossible)

Insert the correct phrases in the pagsage below.
If a visitor wants to meet an executive in a large firm, he

should make an appointment

If he doesn’t, he may




10

arrive while the executive is ..... some important
discussions or meetings. '

‘When an important client arrives, the receptionist should
address him or her ..... to give a friendly and welcoming
impression. After the visitor arrives, the receptionist should
contact the executive’s office as soon as possible. If he isn't
available, she should ask the visitor if he would like to
make an appointment or get ..... him himself later.

The most difficult part of a receptionist’s job is to
apologize, explain, and make suggestions when a meeting
with an executive is ......

2 Insert the correct words in the appropnate spaces in the
passage below.

appomtrnent duties procedure
announces escorts refer

area o gesture register
arrangements movements suggestion
client notify tact

A receptionist in a small firm may have to use the
typewriter, operate the switchboard, and perform other
clerical ....., in addition to receiving visitors. In a large firm
a receptxomst can concentrate on welcommg and looking
after visitors.

A visitor to a large firm should make an ..... , because
executives are often very busy and do not have much time
for visitors. Executives and secretaries should ..... the
receptionist in advance about important appointments, and
about the ..... of executives, especially when they are out of
the building on business. Executives often ask receptionists
to make travel ..... for them, such as booking hotel rooms
and airline tickets.

There is a certain ..... for receiving visitors. A
receptionist should find out if the visitor has an
appointment or not. If the visitor is an important ..... , the
executive or his secretary will come down to the
reception ..... to greet the visitor. Sometimes the
receptionist or another secretary ....., or accompanies, the
visitor to the execuiive’s office. Using the visitor’s name when
he arrives is a friendly ..... and gives the visitor a good
impression of the firm. When the receptionist and the
visitor arrive at the executive's office, the receptionist .....
the visitor's name, title and position, and introduces the
executive to him.

When a visitor cannot be sausﬁed the receptionist should
apologlze and make some ..... for an alternative meeting. If a
meeting is impossible, the receptionist'should express
regret and explain, with ....., what has happened, so that the
visitor's feelings are not hurt.



A receptionist should keep a which includes dates
times, names and the firm the visitor works for A
receptionist can then to this if there 1s a request for
infermation.

11
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Bookings and appointments

book (v.) To ask for or require a hotel room, a theatre seat,
or a car, for a date or period in the future

car hire A method or system of using a car, which belongs
to an institution which specializes in keeping a range of
cars, and paying a fee for the use of the car

colleague (n.) A person who works with you

comprehensive insurance Insurance (in motor car insurance)
which protects a driver and the other driver who might
be involved in a collision, and both cars

confirm (v.) To inform someone that you are certain of your
arrangements

diary A book which has days and dates, and space for



