
 

 

 
 

 
 

 

FRONTLINE EXCELLENCE - 
HOSPITALITY  

 
INTRODUCTION 
 

The front desk is your front line for guest services and your people should be warm and welcoming. 

No-one wants to be met by a sullen expression and the words “How can I help you?” spoken in a tone 

that communicates the person wants to be anywhere but there with you. 

 

No Second Chances 
“You never have a second chance to make an impression.” These words are especially true for hotels, 
restaurants and other types of hospitality properties. It is the attitude of your front desk personnel that 
set up the entire guest experience. When handled well, guests feel welcomed and happy about 
checking in. When handled poorly, they feel unhappy and neglected. 
 
Besides learning how to deliver exceptional customer service, delegates will also gain valuable skills 
for reducing stress while they deal with even the most demanding customers. 
 
At the programme’s conclusion, participants will have a clear understanding of what constitutes 
exceptional customer service, especially in the hospitality industry. 
 

WHO SHOULD ATTEND? 
 
All front line staff 
 

COURSE TOPICS  
 
A. Where Customer Excellence Starts 

 Internal versus external customers 

 Image and grooming 

 Knowing my company 

 Why customer care is important 

 Meeting and exceeding customer expectations 

 The communication jungle: understanding different communication styles 

 

B. Become Ambassadors 

 Welcoming people to your business 

 Directing client traffic 

 Ethics and discretion 

 Proper etiquette 



 

  

C. Excellent Telephone Skills 

 Call response time 

 Putting callers on hold 

 Transfer of calls 

 Dealing with visitors 

 Taking messages 

 

D. Handling Difficult People and Situations 

 Empathy 

 How to deal with ANGER and CONFLICT 

 Calming difficult customers 

 Handling complaints 

 

E. Plans for Tomorrow 

 Putting it all together 

 Action plans 

 

TRAINING METHOD 

 

Our training is based on creating an environment where the learner is the most important person.  The 

trainer is there to guide and facilitate. Within our programmes, participants become engaged in an 

experience that mirrors the pressures and challenges faced in a real-world situation. 

 

Personalised Certificates are issued to each delegate on completion of the programme  

 

DURATION 

 

One day High Impact workshop. 

 

CONTACT 

 

Peer Training Group on 011 787 6781 or:  admin@mypeergroup.com for more information. 
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