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Taking Phone Reservations

How to Project 
Confidence, Competence & 

Genuine Hospitality 

• Interactive format

• Please ask and respond to 
questions

• This webinar is being recorded

• Handouts and slides will be 
available tomorrow

Webinar FormatWebinar Format

PLEASE PARTICIPATE!
Collaboration is VERY powerful!

1

2



Taking Phone Reservations - May 2020

© Copyright 2020 RestaurantOwner.com 2

Webinar Controls

Questions / Chat

Send Questions / Responses

(desktop or laptop)

Webinar 
Controls Questions / Chat
(tablet or phone)
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Your Trainer

Kelli LaubeJim Laube

Your Host

Kelli Laube

Your Trainer

Background  -

 Started as a Server 

 Greeter & server training 

 Became Hospitality Director at 
Flight Restaurant Group 

 Has used NoWait and 
OpenTable

Passion For  -

 Training FOH Teams

 Helping greeters excel at making 
guests feel welcome & special

 Incorporating body language & 
emotional intelligence into the 
guest experience 
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Training Objectives Training Objectives 

Making Reservations with Confidence and Ease

For You to Take Reservations 
with . . .

 Confidence 

 Competence 

 Genuine Hospitality 

Genuine Hospitality Genuine Hospitality 

Hospitality is being warm, friendly, 
caring.

Hospitality is all about how you make 
people feel.

Hospitality is about connecting to guests 
on a personal level and creating positive 

emotional outcomes.
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The Power of Emotion

“Business, like life, is all 
about how you make 

people feel.”
- Danny Meyer

They will forget what you 
did and what you said. But 
they will never forget how 
you made them feel. 

- Maya Angelou

We are attracted to products, people, places & 
businesses that make us feel good!
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Genuine Hospitality Genuine Hospitality 

How do you want guests to feel
when they make a reservation?

What positive emotions do you 
want your guests to leave with?

Agenda Agenda 

1. First Impression 

2. Speaking with Hospitality 

3. Reservation Steps 

4. Saying Good-Bye 

5. Role-Playing
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Review Handouts Review Handouts 

 Quick Reference Tools

 “How’s My Tone?”

 Role-Play Sheet 

Power of the First 
Impression
Power of the First 
Impression

• People judge how trustworthy 
you are in half a second 

• Vocal Tone

• Emotions are contagious – even 
over the phone

• Guests can hear a smile
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“How’s My Tone?”

Handout

Initial Greeting Initial Greeting 

“Thank you for calling Blue Fish Grill. This is 
Kelli speaking. How may I help you?”

1. Smile 

2. Vocal First Impression 

3. Watch How Fast You Talk

4. Talk with Confidence
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Words that Express Hospitality Words that Express Hospitality 

Memorable vs. Forgettable 

May I What is 
Yes ma’am/Sir Um/uh
My Pleasure No Problem 
Excellent / 
Absolutely 

Okay / Alright / Fine

I’d be Happy to Ask I don’t know. 

Taking a ReservationTaking a Reservation
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Taking a ReservationTaking a Reservation

Taking a ReservationTaking a Reservation
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Taking a ReservationTaking a Reservation

Taking a ReservationTaking a Reservation
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Taking a ReservationTaking a Reservation

Saying Goodbye Saying Goodbye 

1. Smile 

2. Show Appreciation

3. Use Their Name 

How do you like to complete your 
reservation phone calls?
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Basic Reservation QuestionsBasic Reservation Questions

Handout

Always Give Options

1. Shows we are on their side 

2. Guests get the power to 
choose 

3. Guests will call back 
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Role Play Exercise

Examples
1. A guests calls for a 7 PM reservation 

on Friday but you only have a 6:30 
and a 9 PM available. 

2. A guest calls and wants a reservation 
on Friday. Your restaurant is booked 
solid on Friday and Saturday. 

Role Play Exercise Role Play Exercise 

Handout
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Practice

Handout

“Confirming” Reservations 

“Hi. This is _(name)_  from  _(restaurant). I wanted to call to 

let you know that we look forward to seeing you and your 

guest(s) tonight/tomorrow at ___ PM! Thank you.” 

How are you controlling the flow of 
guests into your restaurant? 
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Key Points Key Points 

1. First Impression 

2. Speaking with Hospitality 

3. Reservation Steps 

4. Saying Good-Bye 

5. Role-Playing

Just 4 very short
questions!

Please Give Us Your FeedbackPlease Give Us Your Feedback
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Training VideosTraining Videos

Would you be interested in small group 
training for your team? 
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Q&A

Additional questions to 
kelli@restaurantowner.com

Small Group Telephone Reservation Training 

kelli@RestaurantOwner.com

Thank you for attending!

How to Project 
Confidence, Competence & 

Genuine Hospitality 
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