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Reception and telephone skills 
 

BDA, London  |  Friday 25 May 2018 

 

Programme  
 
 

09:30 Registration and refreshments 
 
10.00 The role of the receptionist 

- Agree core skills and attitudes required to be a top receptionist  
-   Create a professional and personable first impression 
- Creating a welcoming environment through the five senses 

 
11.15 Morning refreshments 
 
11.30 Telephone best practice 

- Quiz to check your knowledge 
- Agree best practice for your practice 
- Audit your voice, tone and language 
- Use speedwriting for accurate, clear and succinct message taking 

 
13.00 Lunch 
 
13.45 Juggling multiple workload 

- Prioritise between face to face, telephone patient contact and other tasks 
- Differentiate between healthy pressure and negative stress 
- Develop coping strategies to become more resilient to stress 

 
14.30 Afternoon refreshments 
 
14.45 Keeping rapport with difficult patients 

- Recognise why patients are difficult and why some are nervous 
- Aim for adult-to-adult communication and avoid game playing 
- Use techniques to show empathy, rapport, negotiation 
- Defuse difficult scenarios by keeping calm and calming down the other person 
- Apply to real life difficult patient case studies 

 
16.00 Close of event 
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About the speaker 
 

 

Heather Dallas 
Managing Director, Dallas Development 
 
Heather spent ten years as a senior training manager at Deloitte before 
starting Dallas Development in January 2000. As well as running various 
programmes for the BDA, Heather is also a motivational and inspiring 
public speaker and personal coach in personal impact and career 
development.  Her specialist areas are management skills, team working, 
personal impact, train the trainers, presentation skills, life balance and 
handling conflict.  She is a qualified MBTI Practitioner, Belbin Team Roles 
Consultant, Strengths Deployment Inventory Consultant and NLP Master 
Practitioner and Emotional Intelligence Practitioner. 
 

 
 

 
Accreditation 

 

This training course meets the educational criteria set by the GDC for verifiable CPD. The course 
provides 4 ½ hours verifiable CPD and is certified by the British Dental Association. Certificates 
will be handed to each delegate at the end of the course in return for a completed evaluation 
form.  
 

 
 
 
 
 


