Role Play Exercise
Pair up your team in groups of two and assign one as the guest and another as the greeter/reservation taker. Make sure you are using a phone. It needs to feel real. Greeters should not be able to see the facial reactions of the “guest.” 
After each exercise, ask the staff member playing the guest to rate how they felt when the greeter was talking to them. Rate each one from a 0-10. 
Provide helpful feedback: (1) Was the person on the phone friendly and happy to help you? (2) Did they offer options if you weren’t able to get the time you initially requested? (3) What are the chances you will call the restaurant back based off your interaction over the phone? 
Example - 
	Guest
Calls to get a reservation at 6:30 PM tomorrow (Friday) night. 
	Greeter
You have a 6 PM and a 7:30 PM available Friday and a 6:30 PM available on Saturday. 



Conversation -
 “Thank you for calling _(restaurant)_. This is _(name)_ speaking. How may I help you?” 
Can I get a reservation tomorrow night at 6:30 PM? 
“Absolutely. Let me see what I have available. May I have the number of guests in your party?” 
Two
“Thank you. My first availability this Friday is at 6 PM and my next is at 7:30 PM. I also have a 7 PM available on Saturday. Do you have a preference?” 
I’ll take the 7:30 PM on Friday. 
“Excellent. May I have the best contact number and email?” 
XXX-XXX-XXXX
“May I have a name for the table?” 
Aaron Jones 
“Thank you. Will you be celebrating anything special with us tomorrow evening?” 
It’s my anniversary. 
“Congratulations! Thank you for choosing us to celebrate with.” 
Of course. We have heard good things and are looking forward to it.
“Wonderful. [Put in notes that it is there anniversary and it is their first time at our restaurant.] We look forward to seeing you both tomorrow (add day of week, date) at 7:30 PM.” (Always confirm the date and time.)
We do too!
“Thank you for giving us a call Mr. Jones. Bye.”  
Phone Reservation Exercises
Situation 1:
	Guest
You want a reservation on June 6th for 4 guests. 
	Greeter
All times are available on June 6th. 



Situation 2: 
	[bookmark: _Hlk39847054]Guest
You want a reservation on Monday for 4 guests at 7 PM. You are celebrating a birthday.
	Greeter
You have a 5:30 PM and 8:30 PM reservation available on Monday and a 7 PM available on Tuesday. 



Situation 3: 
	Guest
You looked online and the restaurant was completely booked on Saturday. You decide to call anyway to double check.
	Greeter
The only time available you have this Saturday is at 9:30 PM.



Situation 4: 
	Guest
You want a reservation on a Sunday morning for 5 guests at 11 AM.
	Greeter
You only have a 10:30 AM and a 11:30 AM time available.



Situation 5: 
	Guest
You want a reservation for Friday. 
	Greeter
You are booked all weekend. 
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