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Hotels & Resorts - Reservations Agent
Company Name: [INSERT COMPANY NAME HERE]
Department: Front Office
Reports to: Front Office Manager
Location: [INSERT LOCATION HERE]
1. Position Summary
Reservations Agents turn calls and emails into booked rooms. You'll quote the right rate and room type, explain deposit and cancellation policies, book packages and group rooms from rooming lists, and change or cancel reservations accurately in [your property management system]. Good agents book the stay and offer the upgrade without pushing.
2. Essential Duties and Responsibilities
1. Answer reservation calls, emails and chats, and book rooms at the correct rate code and room type.
1. Explain deposit, cancellation and pet policies before the guest commits.
1. Sell packages, upgrades and add-ons such as spa, dining or parking when they fit the guest.
1. Enter group rooming lists and make changes inside the group block.
1. Modify and cancel reservations, and send confirmations with the right dates, rate and policies.
1. Record special requests, accessibility needs and preferences in the guest profile.
1. Follow up on quotes and inquiries that haven't booked.
3. Key Tasks / Daily Activities
1. Check rate and availability updates from the Revenue Manager before taking calls.
1. Work the reservations inbox and voicemail in the order messages came in.
1. Return calls on open quotes and rooming list questions.
1. Review the next day's arrivals for missing deposits, card guarantees or special requests.
1. Fix duplicate reservations and booking errors from online channels.
4. Key Performance Indicators (KPIs)
1. Call conversion: [your target].
1. Average daily rate on booked reservations: [your target].
1. Upsell revenue per agent: [your target].
1. Reservation errors: [your target].
1. Calls answered within your standard: [your target].
5. Required Qualifications and Skills
1. [1+] year of phone sales, call center or hotel experience.
1. Types accurately and works across several screens while on the phone.
1. Explains rates and policies clearly, then asks for the booking.
1. Learns rate codes, room types and packages and quotes them correctly.
6. Preferred Experience
1. Experience with [your property management system] or a central reservation system.
1. Hotel sales or front desk experience.
1. Has sold packages or add-ons by phone, such as in travel or ticketing.
7. Physical Requirements
1. Sit at a computer with a headset for most of the shift.
1. Type and read screens throughout the day.
1. With or without reasonable accommodation.
8. Work Environment and Schedule
1. Day or evening shifts, [weekdays only or including weekends], based on call volume.
1. Works in the reservations office or [remotely, if you allow it].
1. Call volume rises with promotions, holidays and peak season.
9. Compensation and Benefits
1. Pay: [range and hourly or salary basis].
1. Additional pay: [overtime, bonus or incentive terms, or none].
1. Benefits: [health, dental, vision, retirement, paid time off, and when they start].
10. Company Culture and Overview
1. [Two or three sentences on what your company does, the area you serve, and the support a new reservations agent gets in the first 90 days.]
11. How to Apply
[Apply link or email]. Our process: [phone interview, in-person interview, and next steps]. Contact [hiring contact] if you need an accommodation during the application process.
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