Reception & Guest
Service Skills

Professional front-of-house, reception,
and guest engagement skills
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1. Reception & Guest Service Skills

WHY RECEPTION &
GUEST SERVICE
SKILLS MATTER

Deliver high-quality front-of-
house and guest services
across a wide range of sectors

Reception and front-of-house staff play a critical role in shaping firstimpressions
and representing an organisation’s professionalism, values, and culture. As the
primary point of contact, reception staff directly influence how visitors, clients,
and partners perceive the organisation from the moment they arrive.

The Reception & Guest Service Skills programme equips participants with the
practical skills, behaviours, and confidence required to deliver high-quality front-
of-house and guest services across a wide range of sectors.

WHY RECEPTION & GUEST
SERVICE SKILLS MATTER

Reception and guest service roles
are the frontline of any organisation,
shaping trust, confidence,

and perception from the very
firstinteraction.

* They create the firstand mostlasting
impression of an organisation

* They reflect professionalism, values,
and organisational culture inreal time

* They influence visitor, client, and
partner confidence from the
moment of arrival

* They play a critical role in service
quality, flow, and overall experience

Strong reception and guest service skills
ensure every interaction is handled with
clarity, consistency, and care—setting the
standard for the entire organisation.

PROGRAMME OVERVIEW

Reception & Guest Service Skills is a
comprehensive professional training
programme designed to prepare
participants for effective performance in
reception and front-of-house roles.

Participants develop a clear understanding
of reception responsibilities, professional
appearance, communication techniques,
visitor management, and service standards.
The programme also covers problem-
solving, time management, and the use of
reception systems and technologies, with
strong emphasis on real workplace
application.

The result:

Confident reception professionals who
create positive first impressions, manage
guest interactions effectively, and contribute
to a welcoming and well-organised

service environment.

First impressions are not accidental.

They are created through professionalism, clarity, and care.

Accredited and quality assured
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2. Reception & Guest Service Skills

What this programme
Prepares you to do

This programme prepares participants to manage reception and guest services
confidently and professionally in busy, customer-facing environments.

Participants learn how to welcome visitors, manage enquiries, handle challenging
situations appropriately, and represent their organisation with confidence and
professionalism at all times.

PARTICIPANTS DEVELOP THE
CAPABILITY TO

Understand the role and importance of
reception staff within organisations
Deliver professional and welcoming
guest services

Apply effective verbal and non-verbal
communication techniques

Manage visitor arrivals, enquiries, and
requests efficiently

Maintain a professional appearance and
positive first impression

Handle complaints, difficult situations,
and emergencies appropriately

Use reception systems and support
technologies effectively

Apply time management and
prioritisation skills in busy environments
Work effectively as part of a front-of-
house or service team

Represent the organisation positively
and professionally

OUTCOMES FOR
PARTICIPANTS

By the end of the programme, participants
will be able to:

» Deliver professional reception and guest
services consistently

» Create positive firstimpressions for
visitors and guests

« Communicate confidently and
professionally in diverse situations

+ Manage reception operations efficiently
and accurately

* Handle complaints, challenges, and
emergencies calmly

* Apply time management and
organisational skills effectively

+ Contribute to improved guest satisfaction
and organisational reputation

Programme structure and delivery options

Programme Delivery
Duration Format

160 learning Online

hours instructor-led

(40 training days) training

Learning Flexible
Approach Delivery
Practical and Adaptable for
interactive sessions = organisational
Real-world requirements
scenarios and and cohort-

guided discussions = based delivery

Instructor-led delivery
Alltraining units are delivered by subject-matter experts with real-world front-of-house
and customer service experience, ensuring learning is practical, relevant, and

immediately applicable.



3. Reception & Guest Service Skills

HOW LEARNING
IS APPLIED

Participants apply reception and guest service skills to realistic workplace scenarios
where professionalism, communication, and calm decision-making are essential.

Learning focuses on practical application rather than theory alone.

PARTICIPANTS EXPLORE
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Reception roles and professional responsibilities
Creating strong first impressions and

professional conduct

Verbal and non-verbal communication techniques
Visitor and guest management processes

Handling complaints, conflict, and emotional situations
Time management and task prioritisation
Problem-solving and initiative in service environments
Using reception and visitor management

systems effectively

THIS PROGRAMME IS DESIGNED FOR

This programme is suitable for:

Receptionists and front-of-house staff

Customer service and visitor services employees
Reception supervisors and team leaders

Staff working in hotels, hospitals, banks, and
service organisations

Employees in government and semi-
government institutions

Individuals seeking employment in reception or
guest service roles

COURSE PREREQUISITES

No prior reception or
hospitality experience is
required.

PROGRAMME DELIVERY

* Onlineinstructor-
led training

* Practical and
interactive sessions

* Real-world
scenarios and
guided discussions

WHAT THIS TYPE OF TRAINING DELIVERS

Immediate Professional Service
Application Presence Confidence
Apply reception Create welcoming, Handle diverse
and guest service  organised, and guest needs
skills directly in professional first calmly and

the workplace impressions effectively

Organisational
Reputation

Support positive
experiences that
reflect organisational
values

The result:
More confident front-of-house professionals. Stronger first impressions.

And guest experiences that reflect professionalism, care, and organisational excellence
where it matters most.



4. Reception & Guest Service Skills

COCREATE TO ACTIVATE™

CoCreate to Activate™ is Maximus Academy’s four-step
method for building skills that last—not just in the classroom,
but inside real organisations operating in fast-moving, high-
demand sectors across the region.

Turning capability into national outcomes.

ASSESS What this Ensures
ﬂl]]l Understand the real e Skills that match global
operating world industry demands, not generic

international templates.

— * Immediate operational impact,
g D_ESIG_N because training is built around
000 Build training real sector challenges.

that fits the sector

i

e lasting organisational capability
N DELIVER through the adoption of performance-
m Teach through Saud driven tools and behaviours.

SMEs and practitioners
It is the difference

SUSTAIN between training
individuals and equipping
Embed the change . .
. e an entire workforce with
inside organisations e
the capabilities to
perform, adapt, and
deliver at scale.

Register for
EI- -% the course

<4 through the
(=] QR code
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Training that fits your world

Info@maximusacademy.com | +966 9200 31313 | maximusacademy.com
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