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The world is changing very fast. Big will not beat small anymore.  

It will be the fast beating the slow - Rupert Murdoch  
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A. PREAMBLE 

The practical guide assumes all the people that have been designated as Reception 
Area Managers (RAM’s – office PA’s and receptionists) are properly trained on the 

basics of receptionists tasks and duties. The assumption is that this designated 
person has been fully briefed on the expected level of performance and the areas 

of performance clearly articulated to them. This guide also assumes that the 
manual and indeed the enforcement of it is a guide, that can be used by the line 
manager or a small business owner in the measurement of the performance of the 

personnel (RAMs) with the specific intent to align the performance of the RAM to 
the management of the company’s corporate and business image.  

Equally so, the guide is a useful tool for the reception area manager to further 

enhance their performance and improve their understanding of the role that they 
play within a company.  We believe that being a reception area manager is an 
important role within any organization, of any size but especially a small and 

medium sized one - especially one that is conscious of its brand and image 
objectives. Manning the reception can be performed satisfactory with the use of 

this easy to understand manual.  

 

B. KEY QUALIFICATION CRITERIA FOR RAM  

In order for a professional to be a designated Reception Area Manager (RAM), they 
need to meet some of the following requirements: 

Academic requirements 

They are expected to be in possession of any one of the following key certificates: 

 An office administration certificate OR 

 A personal assistant or secretarial and office administration certificate OR 

 Any related certificate  
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Professional requirements 

 A two year experience in office administration or management as a 
minimum 

 Or a two year experience as a personal assistant to a manager or 
department  

 Any as it relates to the company’s industry  

Intent of minimum standards setting 

This standard for the RAM’s is set to ensure that the RAM meets the basic academic 

qualifications & is suitable for the positions of managing reception  areas  and  
offices  by  extension  possesses the  basic  knowledge  and  skills required to 
perform their duties satisfactory.  

C. KEY FOCUS AREAS UNDER THE RAM MANUAL 

1) Company related office management/admin procedures/systems 

(induction, petty cash management, asset registry procedure, basic office must-
haves for work environment to allow for staff to focus on productive activities etc) 

2)  Customer support (internal and external) telephonically, via emails, face 
to face  

3) Brand championship (various factors within this area such as dress code, 
office look and feel, signage, car branding, adhering to procedures etc) 

4) Ad-hoc matters as they arise from time to time. 

 

Figure 1: A RAM is a professional and thus the workspace needs to be clean and 

neat  
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Performance Indicators per Key Focus Areas 
 

 

1) Office management and administration 
 

 Office working and functional equipment and tools shall always be in 

functional mode 

 New employee shall always be attended to as per company procedure if 

the assistance of the RAM is part of their job description 

 All assets in the office shall be accounted for and reported on a monthly 

basis to the accounts division and as and when required, audited 

 Purchase of basic office supplies shall be done promptly and shall not 

negatively affect the operations within the office (a RAM may handle this 

or it may be the responsibility of the office manager or accounts, but it is 

the RAM who must always ensures the supplies are sufficient at all times) 

 All office maintenance issues are to be promptly attended to 

 Petty cash claims and receipts shall be completed and submitted 

timeously 

 Office shall comply with company policy by displaying the BCEA, SHE as 

set out in the labour act; purchasing and maintenance of a first aid kit; 

availability of an out-of-office   register; adherence   to   the   vehicle   

policy; and  other  such requirements (dependent on prevailing company 

procedures and policies) 

 
 

2) Internal and External Customer support 
 
Telephone response: 

 
 The telephone must be answered promptly (within 90 seconds). The caller 

should be greeted with enthusiasm and warmth. 

 Accurate information should be relayed to a caller at all times      

 No issuing of employee’s mobile numbers without their consent 

 Ensure  that  you  screen  the  calls  prior  to  transferring  them  to  the  

intended employee 

 Keep the caller informed of your actions, whether you are transferring 

them or keeping them on hold 

 All telephones may be answered as “Good day Company X, how may I 

assist you/direct your call etc”. This ensures that the caller identifies the 

company 
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Message taking: 

 

 Message taking must be accurate and precise e.g. exact name of caller 

and any message they left and how they may be contacted; 

 Messages must be relayed to the intended recipient promptly preferably 

via email, and should not be left at the reception desk carelessly (some 

may prefer that callers be directed to their mobiles or that a RAM send a 

text– whichever applies, do so promptly) 

 
Attending to visitors 

 

 A  visitor should  not wait  for  more than  60  seconds  inside  or  

outside  of  the reception area before he/she is attended to. If the office 

has a bell, the bell should not ring more than 3 times before the 

door/gate is opened. 

 The RAM should be courteous to visitors, warmth and friendliness is 

important. 

 Where visitors are in the office for a meeting, the RAM must offer 

beverages where applicable (even if there is a separate tea-lady, the 

responsibility of ensuring the customers does get good service in some 

instances still remains with the RAM or the manager who is meeting with 

the customer/visitor) 

 The disbursement of accurate information is as important when attending 

to a visitor just as it is important when speaking to a caller over the 

telephone 

 

  

 Figure 2: A RAM is expected to be of valuable assistance to senior managers 

within the company, e.g. booking of boardroom meetings and ensuring the 

boardroom is neat and presentable at all times  
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Assistance to managers: 

 

 Where required, the RAM may also perform PA work for an MD or a senior 

manager (s) in the office 

 Such work shall be carried out as instructed, within a reasonable 

timeframe and efficiently 

 

Organisational skills: 

 

 If another person is left at reception, the onus is on the RAM to educate 

the replacement/stand-in on the telephone response requirement and 

the various office telephone numbers and personnel in the offices and 

other matters relevant to this post. 

 It is important for the RAM to have accurate information with regard 

the office staff’s extension numbers and the other offices’ telephone 

numbers handy for when anyone requires such information, whether it is 

an internal “customer” or an external customer. 

 RAM’s ought to   know    the    departments, divisions or even subsidiaries 

within a company (whichever applies) and main areas of focus (services 

and products). This is important in order to provide accurate 

information to all clients. 

 

  

Figure  3:  The  appearance  of  a  RAM  says  a  lot  about  the company  
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3) BRAND CHAMPIONSHIP 
 

 Each office shall have a signage pre-approved by the brand designated 

custodian  

 Any branding of promotional material including banners, clothing, 

products, product sheets, company vehicles, etc is to be pre-approved by 

the brand custodian  

 It is also important to note aspects of personal hygiene and grooming as 

all employees are to appear neat and tidy at all times and especially those 

in the RAM position 

 The reception area is also expected to be neat and tidy at all times. There 

is no eating permitted at the front desk or reception area by employees.  

 Ensure that the noise levels are kept to a minimum- either from the 

television, employees or electronic devices such as cellphones and radio, 

etc 

 Office must adhere to the stipulations of the company brand so far as 

look and feel is concerned, for example, showcase of achievements, 

projects, portfolio of services etc. The RAM has to ensure the standards 

set by the brand custodian are fully complied with.   

 

Figure 4: Branding is the sum total of a company’s identity, from its name and logo to 
every piece of communication, internal or external as well as to every encounter every 
customer or potential customer has with it. A Reception Area manager is involved in 
shaping the views of the stakeholders/customers on the company’s brand. Therefore even 
RAMs ought to live the company’s brand each and every day 
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 The cherry is a brand’s promise 

 The ice cream represents all our products and services 

 The apples are the organisation itself— the company environment 

 The crust is the structure of the company - not the building (although how it looks is part 

of branding) but the systems the organization has  

The promise is made from the company mission statements and such. What is 

delivered has to match the promise made. But, the reality is that “PERCEPTION 

IS REALITY.” You have to feed your customers and clients, the desired 

“image” for your company and this happens across the organization or company 

but even important is that your first point of contact (sales team remains another 

important brand contact point), the RAM, has to be up to the task.  

4) Ad-hoc matters 

RAM’s may be expected to carry out certain duties on an ad-hoc basis and assist 

with other office and company related matters.  

RAMs are required to perform their given tasks diligently as every 

aspect of their work reflects on the company’s image, negatively or 

positively. 

 

“RAM” refers to more than a traditional form of receptionist. 

 

 

RAM’s: YOU ARE MORE THAN A 

RECEPTIONIST or PA 

BECOME A BRAND CHAMPION 

 

More personalised Tips Email: 

training@palacegroup.co.za  

mailto:training@palacegroup.co.za

