
MASTER CONNECTION ASSOCIATES © 2017 All rights reserved 

MASTERING 
RESERVATION SKILLS 
“Successful Selling Essentials” 
 
 
MASTERING RESERVATION SKILLS (MRS) is a “hands-on” reservation sales/telemarketing training workshop 
designed specifically for Reservation Sales Agents, Spa Reservations and Central Reservations.  In today’s 
competitive marketplace, it is even more important to have skilled agents that are able to up-sell, convert and 
CLOSE business.  Every inquiry should be a confirmed sale.  This workshop is focused toward developing skills and 
techniques for reservation agents to improve productivity and bottom line revenue. 
 
PRIOR TO THE WORKSHOP: 
MCA will conduct mystery shop calls before the workshop to hear your team in action. Once we have reviewed 
the research from your shop calls we develop and prepare our plan to present your skill-based training workshop.  
This technique not only allows us to fully customize the training, it ensures your training objectives are being met. 
 
ABOUT THE TRAINING: 
MRS will establish a proactive, consultative sales culture, thus improving motivation and overall team 
productivity.  The workshop is targeted to the entire reservations department, including managers or supervisors.  
It is important for anyone on a reservations team to have the knowledge and interaction to maximize the benefit 
of the training. Experiential workshops allow our facilitators flexibility to work directly with each person and their 
specific areas of concern, as well as gearing them toward their individual goals. The training is hands on consisting 
of a minimal amount of lecture and a maximum amount of active participation.  This proves extremely successful 
when attempting to improve adult performance.  Our style of facilitation helps the individual and also 
encompasses a culture of team building. MRS is designed to enhance your success in increasing revenue and 
market share.  The workshop is one-day format, which is required to cover all segments and have a positive 
impact on participants. 
 

WORKSHOP SECTIONS: 
 

RESERVATION SALES 
The workshop begins by discussing the demographics of the new consumer. Reservation agents today have to be 
more skilled at selling to consumers who buy experiences, memories and ‘once in a lifetime’ moments. This 
means the participants should be more than a typical reservations agent; they need to focus on creating deep 
relationships within a matter of seconds on a phone call. 
 
COMMUNICATION AND ETIQUETTE 
How we communicate is just as important as what we communicate. Tone of voice and our choice of words are 
all we have when working solely over the telephone.  In this section of the workshop the participants will learn 
etiquette dos and don’ts as it relates to doing business solely over the phone and email.  
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THE PROBING PROCESS 
This is the start to turning a simple inquiry into a sale.  It is important we create a sales atmosphere in reservations 
and fully understand the selling cycle. Uncovering guest needs is essential to the success of closing the business. 
MCA facilitators will review how to discover what the customer’s needs really are through asking the right 
questions. Participants will also learn how to adjust their communication to the different behaviors of the guest. 
  
THE PRESENTATION PROCESS 
It is finally time to present your ideas to your guests. Each participant will practice presenting to different buying 
motivations of guests.  They will begin to bring your features of your hotel alive and learn how to paint a picture 
that customers will not be able to resist. Participants will learn how to sell using Features, Adjectives and Benefits. 
The focus will be on upselling guest rooms, restaurants, spa and the local insider deal your hotel can offer.  
 
HANDLING OBJECTIONS  
Understanding where the customer is coming from when they object during a sales presentation is critical. 
Remember that perception is reality. If the reservations agent does not truly understand the barriers of the 
customer, and they rely only on their own perception, they may miss the key elements to the customer’s needs. 
This section focuses on how to handle objections regarding price, location, transportation, restaurant selections 
etc. 
 
CLOSING 
There is no sale without a close. Participants will practice asking for the business with conviction and how to look 
out for guests buying signals.  
  
POST WORKSHOP 
MCA will conduct post workshop shop calls to show how your team’s performance has improved. 
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