ClientBase QuickStart

Training Program =aTRES

We at Trams and ClientBase Products and Services, feel strongly that the easiest and fastest way to get
ClientBase up and running is to assign an In-House Trainer to implement the program. We suggest this
trainer attend our live WebEx ClientBase General Overview and the Starting with the Basics classes
which were intentionally designed to go hand-inhand with this program. If you need help setting up the
program before you start training, e-mail Support@TresTechnologies.com.The enclosed 5-step all-
inclusive training program is designed to help the In-House Trainer successfully train agents on the 5
basic ClientBase concepts:

Packet One: Learning Basic Profile Skills

Packet Two: Learning Merge to PNR

Packet Three: Updating Marketing Codes
Packet Four: Getting Started with Res Cards and Reminders
Packet Five:  Enhanced Res Card Skills

How Does the In-House Trainer Begin?
The following steps outline how to use each of the 5 training packets:

1.

Overview — Each training packet starts with a general overview of the skills that will be covered.
Read this overview before starting each concept.

Class Outline — To help you train your agents on each skill, a class outline of the material to
review is included

Agent Handouts — Practice makes perfect. After training your agents on a skill using the class
outline, agent handouts are provided including “Cheat Sheets” and practice drills.

Monitor Results — This is probably the most important part of the training program. The only
way to ensure your agents “get it” is to track results. This section gives you queries and reports
for you to see who’s caught on and who needs help.

Additional Resources and Skill Enhancement exercises are also included at the end of each
packet.
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Packet One: Learning

Basic Profile Skills

Overview

In many agencies’ client information is stored in many different locations. With ClientBase, you now
have a tool that centralizes all client data into a single location and makes that information
accessible to everyone via a client profile.

In this first packet, Learning Basic Profile Skills, you are teaching the agents to master the following
Profile skills:

* How to launch ClientBase and toggle between other programs.

* How to begin doing Level 1 Lookup (Query) using Client Search Folder.
» Start a new profile.

+ Update existing profiles.

*  Complete key profile fields:
o First Name

o Last Name

o Courtesy Title

o Primary Address

o Primary Phones/E-mails

o Interface ID (if agency requires)
o Salutation

o Travelers (Names, Credit Cards, Frequent Flyer
Numbers, TSA required information)

o How to use Travel History to view past client travel.

o How to use OK/Cancel/Apply.
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Learning Basic Profile Skills Class Outline

After setup, you are ready to hold a staff meeting. (Important! Please have your agents
attend the General Overview live WebEX class (register or join from
https://clientbase.webex.com/ as a prerequisite to this training session.) Photocopy,
pass out Agent Handouts, and teach Basic Profile Skills:

Brief introduction from Owner or Manager: What is ClientBase and why is it important to us
as an agency? This is a pep talk, buy-in, demonstrating enthusiasm for the program. (3 - 5
Minutes)

In-House Trainer Intro: How does ClientBase benefit agents? (3 Minutes)
o Helps me organize my daily routine

o Instead of having client info in lots of places, | can now access it from just one
place

o Helps me remember more about my clients

o Helps me qualify my clients

o Everyone knows which clients are mine

o Easier for others to help my clients o Service my clients better
o Saves me time

o Makes it possible for agency to market effectively and drive profitable business in
through the doors

o My agency thrives

In-House Trainer Discussion: How do | log into ClientBase and toggle between multiple
applications? (2 Minutes)

In-House Trainer Discussion: What is a profile? (3 Minutes) In today's marketplace travel
agents are finding a need to shift their focus away from just being order takers and processing
transactions. A profile is a folder that contains all traveler information.

In-House Trainer Demonstration: How to look up a profile using Client Search folder,
and update profile fields. Bonus: Click on Travel History tab to view what travel client
has done in past! (2 Minutes)

In-House Trainer Demonstration: How to create a nhew profile, complete fields and

review concept of auto-fill fields set by the agency. (12 Minutes)

= First Name

= Last Name

= Courtesy Title (auto-fill field)

= Primary Address (auto-fill fields including concept for defined zip
codes, city and state)

* Primary Phones/E-mails

= Interface ID (if agency requires; auto-fill field or how to use if not an
auto-fill field)
= Salutation (auto-fill field)
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= Travelers (Legal Names, Credit Card Numbers Frequent Flyer Numbers
and TSA required information.)

In-House Trainer Demonstration: How to use OK/Cancel/Apply. (1 Minute)
Q & A Session. (Cap at 5 Minutes)

In-House Trainer Hands On (10 Minutes): Have agents practice new skills by calling up
existing profiles and creating new ones by using role- playing (see Agent Handouts). You
may want to just do a few of these, and let agents practice by on their own.

In-House Trainer Sets Expectations (3 Minutes): Show agents the User Stats
Report, and suggest initial goals and how it will be tracked. For example, if on average
an agent talks with 15 customers a day, 10 updates a day might be expected.
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Agent Handout:

Learning Basic Profiles Skills

Disorganized?
Over worked?

Wasting time looking for files, phone
numbers and information?

ClientBase Can Help
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Unleashing the Power with

the Profile Manager

At the heart of ClientBase is the Profile Manager. From this window, view, sort and manage all the client,
agent, or vendor information, or manage relationships with prospective clients and vendors. This is
where many agents spend most of their time - accessing and updating data. In the past, a potential
customer has called your agency, but never made it into the “system” because they did not book a trip.
With ClientBase, turn prospects into lifelong customers by tracking these potential clients, taking
ownership of them and including those in future marketing programs.

Example: Steve Rosen calls to plan a surprise getaway with his wife, Barbara, for their upcoming
anniversary. After locating his profile, you notice the Travel History indicator notifying you that Steve has
booked travel with the agency in the past. You quickly check their past travel history, and then glance at
their marketing preferences and with this information you are able to suggest just the right travel
package. He appreciates your knowledge of their needs, which is why he books through you again and
again. Oh, and while you are in their profile, you quickly capture the date of their anniversary in the
Special Dates table, so next year you can initiate the idea of a romantic getaway.

.CI:entBase Sabre Travel Network - [Rosen/Steve - LElSURE]
i

=il
=

File Edit Reports Merge To Workstation Defaults Global Defaults Utilities Wlndows Help
Remind  Note Mallev HesCald Receipt  Print PNR

Phone: +1 (604) 872-1192
EMail: srosen@msn.com

(=
Label

Leltev

1183 E. Kent South
Sandy, UT 81092

Communications | Remarks | Marketing | Travelers | Activites = Travel History | Cards | Res Cards

E-mail  QView
Marketing Codes: 21

Primary Traveler: Rosen/Barbara
Groups:

2

Primary Agent: Sharon Meyer
Created: 2/9/2010
Salutation: Barbara & Steve
Interface ID: 6048721192
Profile No.: 150
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Cheat Sheet

Agent Profile Basic Skills

Steps for successfully using Profiles

1. With every customer contact, query (search) for profile by name in Global Folder
entitled Client Search. Enter the first few letters of Profile Name in field that says
Enter Name Here or Traveler/Contact Name Last Name in the associated field.

2. If FOUND, open and verify profile data in header. Click General Info tab to update
any information. Next add any travelers/ for this profile in Traveler Tab by clicking
Add and add first name, last name, middle name, birthday, citizenship, passport,
credit card, and frequent flyer numbers.

3. If NOT FOUND, click on the Profile Icon in toolbar and add either Leisure Profile or
Corporate Profile. Minimum required is Name, address, phone number...& e-mail if
you can get it!

[ clientBase - sabre Travel Netwo le/Kenneth - LEISURE] i
it Reports Merge To Workstation Defaults Global Defaults  Utilities Windows Help -{=ix

S 0 9 8 B0 B A48 p9 A

Remind  Noe Maziler  Re:Card Recepl  Print Labal  Leltes PNR E-mal  OView

Business - Ken +
Home - Los Angeles: +1 (3
FAX

Marketing Codes: 20

Primary Traveler. Able/Kenneth David
Groups: STANFORD ALUMNI

Primary Agent. Sharon Meyer
Created: 10/21/1997
Sautaton: Ken and Sue
hlerface D: §500881222
Profile No.; 384

[ ——
General Info  Communications

Rematks | Marketing | Trayelers | Activties | TravelHistory | Cards | Fles Cards | Papment History | AMachmerts | FNR Eriiies | MoreFields | Groups | Res Card Remarks
Geneeal Info Addional Info
Type Last First Middle Courtesy Title Branch No. Primary Agent
| Leise v Abe Kerneth David M. - v | Shatcn Meyer
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6503281222 Ken and Sue
Addessirio webio WebPasswd Sample General Info Tab
[Home oddess ] | Frimary, Bl To, Ship To [ << Modity Fields to Complete
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Addiess Line 1
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Prafile Status
Create User Create Date Last Modfied User Last Modified Date Profile Status
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Mr. Kenneth Dawd Able Home Phone: +1 (650) 988-1222 "

25 Newton Way, Nbrd5 Cel +1 (850) 333-1234 ;!

Miami. FL 33126 Business - Ken: +1 (650) 555-5555

Home - Los Angeles: +1 (310) 555-1234
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Let’s Practice!

Exercise #1: Role Play

Partner up with another agent in your office and practice different methods for finding who you are talking

with on the phone.

o Example 1: Hi my name is Susan Anderson, and your name is?

o Example 2: Query for the client’s profile. If they are in the system, say “I see you’ve booked with
us in the past (using the Travel History folder). Are you still at this address? s this still your
phone number? | see | don’t have an e-mail for you, may | have that please?” (This way the
client thinks you “remember” them.) If not in system, create a new profile by saying, “Can | get
your name and your phone number please? “

Exercise #2: Clean up your top 50 customer profiles! (If none exist, see Exercise
#3).

Clean up your top 50 client profiles making sure they have proper addresses, e-mails and other items
taught to you in Learning Basic Profiles. Use your client list, make some phone calls, or use other
resources to update these profiles for you and your agency’s marketing program.

Exercise #3: Create Your Top 20 Profiles if None Exist in ClientBase

If no profiles exist in ClientBase, create new profiles for your top 20 customers, and fill out the fields you
learned about in this lesson.
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Learning Basic Profile Skills Monitor Results
(Inspect What You Expect!)

After you have taught agents basic profile skills, use reports to monitor their progress. Review and
discuss results with agent as soon as possible:

Query daily for previous day’s newly updated profiles (use Profiles Updated Yesterday folder you
created in setup).

* Run Reports to check agents’ progress (see samples below)

User Stats Report on Profiles Updated: Click saved folder, Profiles Updated Yesterday,
and go to Reports|Profile Reports|Statistics|User Stats to run report showing profiles
created and modified with a total number of updates by User.

Completed Fields Reports on Profiles Updated: Click saved folder, Profiles Updated
Yesterday, which contains modified profiles together with any new profiles agents
created the day before, and go to Reports|Profile Reports|Statistics|Completed
Fields to run report showing per user which fields were completed with percentages.

* Publish User Stats daily for all to view (for agent accountability).
* Review profile skills with those agents who need help.

+ Randomly select an agent to sit with and observe their usage.

B ClientBase - Sabre Travel Network - [UserStatisticie_pon] . | File Edit Reports Merge To Workstation Defaults Global Defaults Utilities Windows Help

File Edit Reports Merge To Workstation Defaults Global Defaul Q Q DEBK « » " BREHW i
aeBEBK«» "B EEYE

Report: Completed Field Statistics
Agent: SYSDBA

Filter: *** General Info

f Profiles Created

Profile Modified Date Greater than or Equal to

Agent 0 Profile Status Is Equal to Active

Corporate 0

Leisure 2

Other 0 [ :

Vendor 0 Primary Address Line 1 100.00%
2 Primary Address Line 2 0%

Primary Address City

. - Primary Address State
# of Profiles Modified Primary Address Zip Code
Agent

Primary Phone
Corporate Primary Fax
Leisure

Primary E-mail
Other

Vendor

100.00%
100.00%
100.00%
100.00%

0%
100.00%

wWwwwwwww
WO WWWwWOo wh

oocooo

o

Total # of Updates 2

Sample User Stats Report on Sample Qompleted Fields Report
Profiles Updated Yesterday on Profiles Updated Yesterday
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Learning Basic Profile Skills Additional Resources

Here is a list of additional resources available from Trams and ClientBase Products and
Services to help you and your agents learn basic profile skills:

For the In-House Trainer:
1. From ClientBase program, click Help Files|Contents:
a. Read Set Up ClientBase for Your Agents
b. Read An In-Depth Look at Client Profiles

For the Agents:
1. From ClientBase program, click Help Files|Contents
a. Read An In-Depth Look at Client Profiles

Learning Basic Profile Skills Enhancement

As agents become more comfortable in entering basic profile information, you may want to
teach them additional skills:

* How to enter Second Addresses
* How to enter Bill To/Ship To/Additional Addresses

* How to enter different communication entries and link to specific traveler
names

* How to enter Special Dates
* How to associate cards with specific traveler names
* How to use Referred by field
* How to enter additional information for Travelers:
-Birthday
-Passports
-Communication Entries

-Traveler Preferences

* How to enter basic information to Marketing Tab
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Packet Two:

Merge to PNR Skills

Overview

You will discover that your database grows rapidly once your agents are trained on the practical
applications of ClientBase. Using Merge to PNR provides an everyday tool that demonstrates the
value of the program to your agents. In this second packet, Learning Merge to PNR, you are
teaching the agents to master the following associated skills:

How to toggle back and forth between the GDS and ClientBase.

How to initiate the Merge to PNR process using one of two methods.

o Start in the GDS by checking availability and booking flights. Toggle into
ClientBase, display or build a new profile and merge customer data to the PNR.

o Start in ClientBase and search for profile. Display or build a new profile and
merge data to PNR. Toggle into GDS to check availability and book flights.

How to use the Merge to PNR Feature.
o Selection Screen

. How to use the Merge to PNR feature Selection Screen
. Always Move/Optional Move selections

. Dragging travelers to desired PNR name field position

. Click Next

o PNR Preview Screen

. Update in GDS format

. Send to PNR

How to toggle and review merged data in PNR.
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Learning Merge to PNR Outline

In-House Trainer Demonstration: Step-by-step how to Merge to PNR. (8 minutes)
o Search for profile either prior to doing availability in GDS, or after.
o Verify client data and that a Bill To/Ship To address exists.
o Merge to PNR.
o Review Selection Screen. Select and unselect as desired.
o Show how to move passenger to desired PNR position by dragging and dropping.
o Review PNR Preview Screen, explaining how to make changes.

o Send to PNR and explain process of clipboard or API.

In-House Trainer Demo: How to toggle back to GDS to review merged data, check for errors, and
display PNR. (2 minutes)

Q & A Session (Cap 5 minutes)

In-House Trainer Hands On: Have agents practice new skills by merging to PNRs (see
Agent Handouts). (10 minutes or have them do one or two, then practice on their
own.)

In-House Trainer Sets Expectations: Expectation is that all PNRs will now be created from
ClientBase. (1 minute)
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Agent Handout:

Merge to PNR Skills

Disorganized?
Over worked?
Wasting time looking for files, phone
numbers and information?
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ClientBase Can Help
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Cheat Sheet

Merge to PNR

Save Time and Duplication with Merge to PNR

No more multiple entries or databases! ClientBase provides the ability to move customer information
(maintained in the ClientBase profile) to your reservation system's PNR. This feature works with
Amadeus, Apollo/Galileo, Sabre, and Worldspan. Sit back and watch your database grow and watch
yourself become more efficient by using your marketing database to build PNRs. You'll be surprised at
how quickly existing customer information gets updated, and how quickly new customer information gets
added to your marketing database, when agents use it as their source for building PNRs. Also, watch
your customer loyalty grow as agents access customer information when building PNRs for your leisure
clients, rather than repeatedly asking them for the same information

Example: Michael Blue calls your agency to book some flights to Paris. You first locate Michael’s profile
in your marketing database (ClientBase) and verify current address and phone information. Once
confirmed, click the Merge to PNR button and within moments you have the PNR started with all of

Michael's necessary information.

I ClientBase - Sabre Travel Network - [Blue/Michael - LEISURE]

=

= - e
[ File Edit Reports Merge To Workstation Defaults Global Defaults uun:ls Windoys—REp~.
H & g 4 B % 8 p A
Remind  Note Mailer  ResCard Receipt  Print Label Letter,  PNR mail  Q-View
NN
Mr_and Mrs. Michael Blue Phone: +1 (213) 374-6392
3020 Alma Ave Emait Michaeldblue@hotmail.com
Manhattan Beach, CA 90266

Marketing Codes: 1
Primary Traveler: Blue/Michael
Groups:

General Info

Primary Agent: James Smith
Created: 10/21/1997
Salutation: Mike & Lu
Interface ID: 2133746392
Profie No.: 162

x

Remarks | Marketing | Travelers | Activities | TravelHistory | Cards | ResCards | Payment History ments | PNR Entiies | More Fields | Groups | Res Card Remarks
GeneralInfo AddiionalInfo
Type Last First Middle Coutesy Tile Branch No. Primagent
Blue Michael M. and Mis. - | Jomes Smd
Additional Name Intedace 1D 2 @&
=
e s | (€ PNR Builder \ L
Address Info Ve 0 Connect To: | Sabre v
addiess 1 = Primay, B 10, 5hp To ] [ << Modty B
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Address Line 2 Ag/Sule Special Dates ¥/Bill To Address ¥| BLUE/LOUANA
Morh 7] 5/MR AND MRS MIC BI/ 7| TSA Docs
ZioCode Civ Swe  Couny rom— 5
s <Hirastt clo Ship To Address V] 3p0ocs/DB// /BLUE/LOUA
. 2 S MICHAEL TSA Int'l
ddionsl Addiesses
8 Addtionsl§ 3pocsi/e///// //BLUE/
P V| BLUE/MICHAEL MR
V| TSA Docs
E4MICHAELDBLUE@HOTMAIL V| 3pocs/DB///BLUE/MICHA|
Credit Cards TSA Int'l
7] 5-+*AX3713 8056 1005 623 3pocs1/e///////BLUE/M|. AgerkEniies

V| Intexface ID
V| 5.8AN2133746392

/ - [E=EER=x)
PNR Preview

S/MR AND MRS MICHAEL BLUESS5/3020 ALMA AVESS/MANHATTAN BEACH CA 90266
9213-374-6392-P
-1BLUE/LOUANA

P
PNR Builder

-1BLUE/MICHAEL MR
3pocs/pB// /BLUE/LOUANA-1.1
3pocs/DB///BLUE/MICHAEL-2.1

Preview | [[@send ToPNA
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Let’s Practice!

Role Playing: Team up with another agent. One of you is the customer, and one of you is Merging to
PNR:

Exercise #1: Start by checking availability in the GDS and toggle back into
ClientBase to modify/add new profile information.

o If customer is in database, ask them if they still reside at this Address, is that still the phone
number, may | add your e-mail address? Then Merge to PNR. Select the travelers and any
information you want to merge to the PNR. Complete the merge and continue the PNR.

o Repeat exercise, but now customer is not in database. How will you ask for information you
need for your customer database?

Exercise #2: Start in ClientBase and toggle back into blank PNR to continue
availability process.

o If customer is in database, ask them if they still reside at this Address, is that still the phone
number, may | add your e-mail address? Then Merge to PNR. Select the travelers and any
information you want to merge to the PNR. Complete the merge and continue the PNR.

o Repeat exercise, but now customer is not in database. How will you ask for information you
need for your customer database?

1. Example 1. Hi my name is Susan Anderson, and your name is?

2. Query for the client’s profile. If they are in the system, say “l see you've booked with us in
the past. Are you still at this address? Are you still at this phone number? | see | don'’t
have an e-mail for you, may | have that please?” (This way the client thinks you
‘remember” them.) If not in system, create a new profile by saying, “Can | get your
name and your phone number please? *
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Merge to PNR Skills Monitor Results
(Inspect What You Expect!)

After you have taught agents basic Merge to PNR skills, use reports to monitor their progress. Review
and discuss the results with agents as soon as possible:

In Trams Back Office (or any back office program) run a UDID report with appropriate parameters
to track how many agents have been using Merge to PNR from ClientBase.

o InTBO, go to Reports|Report Generator|Print Report, and select Client Activity Detall
Report. Put in date parameters (day before) in Issue Date Range From & To. Under the
Advanced Tab, Select UDID 5 and is not blank. You can also select one agent or leave the
agent field blank and the report will contain all agents.

o Publish Report Stats daily for all to view (for agent accountability) using the percentage
of PNRs started from ClientBase.

o Review Merge to PNR skills with those agents who need help.

o Randomly select agents to sit with and observe usage.

- =

[E] Report Generator =ane X |
.
| General| Advanced
Report C:AUsers\PublictDocuments\TRAMSYRepor ,'_,
Invoice Type  [Al] T3 Branch-{al} &
Submit To [Al] = Her Format
7 3
Travel Type [Al] (v]  Headeu/Footer {2 Report Generator (o]l
Ticket Type 4] (~] Tkt/Conf No
General Advanced
E-Ticket Status Al - Dom/Int (Al || ;
Traveler Name :} Branch Group [ Client Remarks S
Invoice Payment Status ARC No Ve""ﬁ_%fﬂ?ﬁ‘SE 52 g
Client [Open/Closed/N/A] () UDIQ Selection [UDID #5 | [isNot Blank - i
Pay method  [Al] (~] Eare Params Department ——————— Use Department FromProile
Ck/CC No Fare Type M Flown Carrier Validating Carrier C/C Types [Al) [~
Yendor [A] E‘J Max _—T P — Origin/Destination /
( Inside Agent Biction Outside Age'r'\!/lt- —-,;\\:
Client Name Type (Al N Z [j N et
e _J.Cllode“ﬁ, v | Host Code v
‘Yendor Name Preferred Status |All N e
. ) o Cross Reference [ None v Sub Title
[ Print Selection Criteria | Page Break on Sort Change o

Client Activity Detail

Travel With The Stars
5777 W. Century Bivd., Suite 1200
Los Angeles, CA 90045 v = 3 rour

Phone 310-641-8726, Fax 310-641-8571
Client Name
Issue Dt Invoice Confirmation Agent Id Total Fare Commission -

Fleming/Todd Ayers Default Close
2441598 EDOOCW PB 0.00 0.00 )
244164S EDOOCW PB 000 o ....0.00

0.00 0.00

Meyer/Sharon
90306S 8974353655- SMM 330.00 0.00

TRAMS INC
903398 2789272065- SMM 498.00 0.00

828.00 0.00
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Merge to PNR Skills Additional Resources

Here is a list of additional resources available from Trams Products and Services to help you and your
agents learn basic Merge to PNR skills:

o For the In-House Trainer:
= From the ClientBase program, click Help|Contents:
« Read Putting Profiles to Work for You, see Merge to PNR section

o Forthe Agents:
= From the ClientBase program, click Help|Contents:
« Go to Putting Profiles to Work for You|Merge to PNR

Merge to PNR Skills Enhancement

As agents become more comfortable in entering using the Merge to PNR feature in ClientBase, you may
want to:

o Create PNR entries at Branch Level.

o Create PNR entries at Agent Level.

o Teach Agents how to create PNR entries and use at the Traveler Level
o Teach Agents how to create PNR entries and use at the Profile Level.

o Explain the significance of the name field association in Profile Cards
Tab.
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Packet Three

Updating Marketing Codes

Overview

Tracking your clients’ travel preferences is simple when a checklist of marketing codes is available to
select from. The Marketing Tab in the ClientBase profile makes it easy for agents to check off client
demographics and preferences. These codes can then be used for future marketing and to help agents
qualify clients for new trips

In this third packet, Updating Marketing Codes, you are teaching the agents to master the following
skills:

* Update client profiles with Marketing Codes that reflect travel interests
* Profile Marketing Tab Screen

o Scroll up and down
o Add/Delete Codes
o} Use Summary Marketing Code Tree

* Use Marketing Codes to qualify clients

* How to run client surveys and collect information about your clients
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Update Marketing Codes Class Outline

After setup, you are ready to hold a staff meeting. Photocopy, distribute Agent Handouts, and teach
Updating Marketing Codes:

In-House Trainer Intro: How does Updating Marketing Codes in ClientBase benefit agents? (2
minutes)
o Agency can perform target marketing to get right product to the right customers
o Helps agents to qualify clients
o Agents can do target marketing to their own clients
o Agents can be pro-active with their own client lists to stimulate travel

In-House Trainer Discussion: Review the Marketing Tab screen. (5 minutes)

) o Scroll up and down
o Add/delete codes (explain how and why codes change and value of keeping updated.)
o Use of the tree on the left-hand side of the screen (at a glance, agents can view the
interests of the client)

In-House Trainer Discussion: Review of Marketing Categories and Codes. (5
minutes)
o Review and define any codes that might be open to interpretation
o Ask for suggestions from agents on what codes they feel are missing

In-House Trainer Discussion: Populating Marketing Tab by Printing a Travel Survey: (5
minutes)
o What is a travel survey (alternative to asking a series of questions)
o How to run survey with Print Only Codes
o What it accomplishes (gathers large amounts of information about a client at one time)
o Valuable for existing client to update or a new client to populate information

In-House Trainer Discussion: Populating Marketing Tab by talking with Client: (8
minutes)
o During sales process
o During Welcome Home call
o Listen during a conversation with a client, take notes, update profile

Q & A Session (Cap at 8 minutes)

In-House Trainer Hands On: Have agents practice new skills by calling up existing profiles and adding
codes and by using role playing (see Agent Handouts) (10 minutes or practice on your own)

In-House Trainer Sets Expectations: Whenever an agent has contact with a customer and picks up on

an interest while booking a trip, doing a welcome home call, or just in general conversation, agent checks
off marketing code in Profile Marketing Tab. (2 minutes)
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Agent Handout
Updating Marketing Codes

Disorganized?
Over worked?
Wasting time looking for files, phone
numbers and information?

ClientBase Can Help
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Streamline Marketing with Point-and-Click Codes

The Marketing Tables in ClientBase helps you identify each of your customer’s unique travel
preferences, interests and demographics, while at the same time automatically grouping your clients with
common codes. Since qualifying a customer for a leisure vacation can be the toughest part of selling
leisure travel, access to this valuable information might just make the difference between closing a sale
or losing it. These Marketing Codes make it possible to consistently offer the right product in front of the
right client by both front-line agents and any marketing programs geared towards generating travel
interest.

In addition, labels, letters, and e-mails are quickly created to link clients and travel preferences when a
“hot” travel special lands on your desk. A master set of marketing tables appears in every client's profile
under the Marketing tab. Eight of these tables come with pre-defined default codes, but all of them can
be customized to meet your agency needs. With a simple point-and-click with the mouse, every agent
selects from the same list, and that means client consistency and agent simplicity.

Example: Greg Burdan calls in and requests some information on a trip to the Cayman Islands. He
read about the great destination in his favorite Scuba Weekly magazine and figures it would be a great
place for a honeymoon (may as well squeeze in some diving). By clicking on the Marketing Tab in
Greg’s profile, the agent easily places a checkmark in the box next to Scuba/Snorkel under the What
Interests Table. Now, when your agency has a scuba or snorkeling-related trip to promote, rest assured
that Greg will be included among the other qualified clients you are tempting with the great deal!

(8] File Edit Reports Merge To Workstation Defaults Global Defaults Utilities Windows Help - &%

P s BERE e A
Remind  Note Mailer ResCard Receipt  Print Label Letter PNR E-mail  QView

Mr Greg Burdan Home: +1 (714) 892-8282 Marketing Codes: 7 Primary Agent:
2430 N. Baker St Email: gburdan@fun.com Primary Traveler: Burdan/Lee Created: 10/11/2012

(=]
Santa Ana, CA 92679 E-mai: Gburdan37@yahoo.com Groups: st é 2
(=]

Interface ID:
Profile No.: 223

General Info—Communications | Remarks Marketing | Travelers | Activities Travel History | Cards | ResCards | Payment History Attachments | PNR Entries | More Fields | Groups | Res Card Remarks
hiitis L B el i SR b

41, When? \ 1. When? 2. Where? 3WwithWhom? 4 'WhatType?
/- Summer Spring Aftica - ||& Cruise
/i Fall \ j umer Asia Single:Mature Package
/ Bermuda Single:SiCitizen FIT
4:2Wheie 3 \\ Winter Canada Couple:Young Tour-Escorted
Cential/So America | Last Minute Caribbean)amaica Couple:Mature Tour-NonEsc
# - 3. With Whom? | Caribbean/Other Couple:SiCitizen AllInclusive
i Single:Young 2| Central/So America E Family:Young Visits Friends/Relat
45 What Interests? | Europe/E astem Family:Teens
\ . ) { Europe/Brit Ireland Grandparents
\ Sk! / Europe/Mediter Single:Parent
‘-\ Skiing /’ d Europe/Scandinavia E]
\ - Snorkeling/Scuba  / Fl,;_ope/\rv’estem A
\ / ndia |
Mexico
B »: Mideast/Israel
== Mideast/Other
SoPacific -
5. What Interests? B. What Budget? 7. Client Status 8. Client gifts
Dancing - Economy Advocate | Wine
Ecotourism Moderate Client Travel diary
Fishing Deluxe. Pied Piper
Gambling Prospect
Golfing VIP
Hiking/walking
Music
Museum
Shopping
ki
7 Skiing S b
AQJ24] Snorkeling/S cuba 2
#-Spa/Health ==
Sun/Beach —
Tennis
Theatre
Sports -
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Cheat Sheet

Updating Marketing Codes

Steps for successfully using Marketing Codes:

o With every customer contact, query (search) for profile and update customer
information or create a new profile.

o Asyou are talking with the client, if there is anything checked off in the marketing
table, use this information to Qualify the customer.

o If aclient books or inquiries about a particular trip, click the marketing code that
reflects this interest for future marketing.

o If aclientis waiting for you while you check on availability, print out a client
survey and ask for an update of his travel preferences. That’s a great way to
quickly add new Marketing Codes to your database.

T o e

ile Edit Reports Merge To Workstation Defaults Global Defaults Utilities Windows Help -[&f x

& & B 2B P A

Remind  Note  Mailer ResCard Receip}\finl// M PNR  E-mal 0O-View

Home Phone: +1 (650) 988-1222 -
Cel: +1 (650) 333-1234 Print Travel Survey Here
Business - Ken: +1 (650) 555-5555
Home - Los Angeles: +1 (310) 555-1234

Email: kable@earthlink.net

(e —

Primary Agent: Sharon Meyer
Created: 10/21/1997
Salutation: Ken and Sue
Interface ID: 6509881222
Profile No.: 384

Mr. Kenneth David Able
1257 Orange Street
Los Altos, CA 94022

General Info Ce Remarks | Mark Travelers | Activities Travel History | Cards | Res Cards Payment History Attachments | PNR Entries | More Fields | Groups | Res Card Remarks
4-1. When? 1. When? 2. Where? 3. With Whom? 4. What Type?
Fall 7] Spring | Africa o Single:Young VI Cruise
4.2 \Where? | Summer |1 Asia Single:Mature [7] Package
Bermuda VI Fall | VI Bermuda Single:SiCitizen AT
Winter | Y| Canada Couple:Young 1 TourEscorted
Canada Last Minute | 7] Caribbean/Jamaica V| Couple:Mature 7] Tour-NonEsc
Caribbean/Other | [¥! Caribbean/Other Couple:SiCitizen V! AlHnclusive
Europe/Eastern | 7] Central/So America = Family:Young 71 Visits Friends/Relat
| ¥ Europe/E asten Family:Teens
Euone/Madier . | ] Europe/Brit.Ireland Grandparents
Eulopg{ Scandinavia | V! Europe/Mediter Single:Parent |
SoPacific |7 Europe/Scandinavia
43, With Whom? | ] Europe/westem Al |
. | India
v Wi?‘:?;e M:ture |71 Mexico | |
what e | Mideast/Israel
Cruise | Mideast/Other
AlHnclusive | ¥ SoPacific ~
4 ? | )
3 W;‘Zat Indsiests? 5, What Interests? 6. What Budget? 7. Client Status 8, Client gits
venture ? yehat nterests ¢ _ powhatBucge £, Luent Status: LNt gits ©
Culinaw/wine i Agventuve a ‘ | Economy A(jvocate Wine X
ANy, Bicycles |71 Moderate 7 Client [ Travel diary
Skiing | Boating/Sailing | V| Deluxe Pied Piper
Sun/Beach | Bridge/Cards Prospect
Theatre ¥ Eu:maryluéwine
4 ultural Events
4 6. What Budget? Dancing 3
Deluxe Ecotourism
4 - 7. Client Status [ Fishing
Client | Gambling
| Golfing
Ve Hiking/walking
4 - 8. Client gifts Music
Travel diary 1 Museum
Shopping
Ski
VI Skiing -
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Let’s Practice!

Exercise #1: Update Marketing Codes

Query your own Agent Profile, and mark yourself as a married couple, deluxe cruiser who likes to ski,
and cruise. Save.

Now query your profile back up and uncheck ski, and check scuba diving. Watch what happens on
the left side of your screen! Save.

Now query your profile and add/delete any Marketing Codes that really do pertain to you and your
family. o Print out a travel survey on the screen for yourself. Notice what this looks like for what you've

selected.

Exercise #2: Role Play

1.

Partner up with another agent in your office who has done exercise #1. Call up his/her profile and
practice qualifying the customer by using the Marketing Codes that you see checked off in the
Marketing Tab. o Example 1: | see you like to cruise, are you planning one soon?
o Example 2: You’re a skier. Have you heard about our Aspen Ski Promotion this
winter?

Reverse roles.

Practice a welcome home call with your partner, asking them what they liked and disliked about the
recent trip and update the marketing tables as you are talking.

Reverse roles.
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Monitor Updating Marketing Codes Results
(Inspect What You Expect!)

After you have taught agents how to update marketing preferences, here are some ideas for
tracking their progress:

¢ Randomly select an agent to sit with and observe usage of Marketing Table.
¢ Review Updating Marketing Codes with those agents who need help.

Updating Marketing Codes Additional Resources

Here is a list of additional resources available from Trams and ClientBase Products and Services
to help you and your agents learn basic profile skills:

For the In-House Trainer:
1. From ClientBase program, click Help|Contents:

a. Read the In-Depth Look at Profiles|Detailed Review of Folders|MarketingTab section,
and Tools for Maintaining a Healthy Database|Global Modify.

b. In Index, select M. Read Marketing Categories or Marketing Codes.

For the Agents:
1. From ClientBase program, click Help|Contents:

a. Read the In-Depth Look at Profiles|Detailed Review of Folders|Marketing Tab
section

Updating Marketing Codes Skills Enhancement

As the in-house trainer, here are additional skills to enrich the agency database by adding
marketing codes to multiple profiles at one time.

Use Global Modify to add codes to multiple clients
Examples:

o In Level 2 Travel History Query, call up profiles of clients who have
traveled with a travel category of Cruise, and use Utilities|Global
Modify the Marketing Codes with Cruise in those profiles.

o InLevel 2 Travel History Query, call up profiles of clients who have
traveled with a particular vendor, such as Crystal Cruises, and
globally modify the Marketing Codes with Deluxe in those profiles.

o InLevel 2 Group Query, call up profiles of clients who have traveled
in a particular group and globally modify the Marketing Codes in
those profiles to reflect interests of that group. A ski group would all
have skiing as a marketing code.
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Packet Four

Getting Started with Res Cards and
Reminders

Overview

Wouldn't it be great if your agents had a simple way of tracking each new trip inquiry that
came into the agency, and a systematic approach to following up to close the sale?
Managers could actually see how many inquiries came in on a given day or week, and
see the sales follow-up status. Agents would close more sales. With ClientBase Res
Card and Reminder features, these tools are now at your fingertips. In this fourth packet,
Getting Started with Reminders & Res Cards, you are teaching the agents to master
the following skills:

How to create Reminders in conjunction with Res Card. Whenever a customer
makes a trip inquiry, an agent should:

o Update/Create Profile & Create Res Card
o Agent Name Required; Active Status is default
o Set Reservation Cycle to Under Consideration
o Give trip a name & Identify region
o Apply to save Res Card and stay in it
How to create Reminder in Activity tab of Res Card to follow-up on sale:
o Create Reminder
o Set a follow-up date
o Use subject, Trip Inquiry Follow-up from drop-down menu
o Use the alarm (optional)

How to create a personal folder within the Activity Manager for each agent. This

saved query defaults upon opening the Activity Manager for the agent’s daily
Reminders.

How to work off a To-Do List and close Reminders with either areschedule or
using Completed Field.
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Getting Started with Res Cards and Reminders

After setup, you are ready to hold a staff meeting. Photocopy, distribute Agent Handouts, and

Class Outline

teach Getting Started with Reminders & Res Cards skills:

In-House Trainer Intro: How do Res Card Reminders benefit agents? (2

minutes)

Helps me organize my daily routine.

Helps me manage the sales process: I'll get alerted when it’s time to follow-up
on that sales inquiry.

Helps my agency determine how many new trips

are inquired about on a daily, weekly, monthly

basis, and how many of these trip inquiries turn

into actual bookings.

All details about a particular trip are stored in one

place.

In-House Trainer Demonstration: How to create Reminders in conjunction with

Res Card. With every trip inquiry (non-ARC), an agent creates a basic Res Card.

What is a Res Card? (5 -8 minutes)

@)

o

Search for Profile
Update/Create Profile if none exists

Create Res Card

Add Agent name if not defaulted

Status “Active” defaults

Select Reservation Cycle “Under Consideration”
Give trip a name

Identify Region/Destination

Apply to save Res Card and remain in it

In-House Trainer Demonstration - How to create a Reminder in the Res Card
Activity Tab for trip follow-up: (6 minutes)

o

@)

27

Set a follow-up date
Explain dated and timed activity vs. to-do

timeless

Review screen details

Select Trip Inquiry Follow-up as subject from
drop-down menu

Use the alarm (optional)
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In-House Trainer Demonstration - Show how to find all activities in the activity tab of customer
profile. (2 minutes)

In-House Trainer Demonstration — How to click Global Folder you set up, New Trip Inquiries,
click Filter, and how to input Agent’s own name. Then demonstrate how to save this as a
Personal Folder by using File|Save Query As. Each agent saves folder as My New Trip Inquiry
Follow-ups. (5 minutes)

In-House Trainer Demonstration — How to work off a To-Do List daily. Either closing the
Reminder by rescheduling it, or using the Completed field to take off the list after it is refreshed.
(3 minutes)

Q & A Session (Cap at 5 minutes)

In-House Trainer Hands On: Have agents practice new skills by doing exercises and role

playing with another agent (see Agent Handouts). (8 minutes or have them practice on
own.)

In-House Trainer Sets Expectations: Expectation is that with all new trip inquiries, agents will
create a new Res Card and a Trip Inquiry Follow-Up Reminder. (2 minutes)

28
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Agent Handout

Getting Started with Res Cards & Reminders

Disorganized?
Over worked?
Wasting time looking for files, phone
numbers and information?

ClientBase Can Help
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Strengthen Client Relationship with Activity Manager

Tired of the paper nightmare taking over your desk? So many post-it notes you can hardly find your
computer? Through the use of Reminders, Notes, and Mailers, ClientBase makes tracking
communication with your clients a paperless process. Best of all, this information can be shared among
agents and used to manage the marketing activities going on in your agency.

Reminders act as “ticklers” to keep you on top of important activities like brochure follow-ups, final
payments, welcome home calls, birthdays and other marketing activities. Agents create Reminders to
schedule future contacts and maintain daily to-do lists.

Notes allow Agents to easily document the contact your customers have with your agency such as Client
Comments, Client Inquiries, or Client Questions.

Mailers act like entries in a marketing “log.” They are a historical record created automatically whenever
a label, document template, e-mail, or mail merge file is created for a client or group of clients.

(Studies have shown agents' productivity and sales increase dramatically when using an
activities management system like ClientBase. Better agent productivity is an important
ingredient of a happy and successful agency.)

Example:

The agency’s most productive agent, Sharon, works from a daily Reminder and to-do list in ClientBase.
From this area, she tracks and completes all of the customer marketing tasks that keep her valued
clients loyal. ClientBase helps Sharon manage her schedule and “to-do” list so she is efficient at:

o Following-up and closing just about any travel lead that comes her way.

o Managing all of the tasks involved in planning a trip, including checking on payments, documents,
waitlists, seating etc.

o Welcoming her customers home from their trips, as well as scheduling and managing on-going
communications with her valued customers.

The way that Sharon begins her workday each morning tells you one of the reasons that she is a
productive agent. The first thing she does when she signs into ClientBase is click on the Activities tab.
By default, ClientBase queries the database for Sharon’s Open Reminders and the Results Screen
immediately displays a list of the Reminders (or tasks) she needs to complete today. She likes to plan
ahead, and it is becoming more and more apparent why Sharon is the most productive agent. It has
taken less than one minute for Sharon to review and organize her day with the help of ClientBase.
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Cheat Sheet

Getting Started with Res Cards & Reminders

Steps for successfully implementing basic Reminder & Res Card skills:

¢ When a customer inquiries about atrip, query (search) for profile to
update or create new profile, and click on Res Card icon on tool bar to
create a new Res Card.

o Agent Name required

o Status Active defaults
o Select Reservation Cycle, “Under Consideration”

o Give trip a name & identify Region and Destination

o Apply to save Res Card

e Click the Activity Tab and Add to create Reminder for trip follow-up:
o Set a follow-up date
o Select subject, Trip Inquiry Follow-up, from drop-down menu o Use the alarm (optional)
o Click Refresh to see newly created Reminder
o Save Res Card

e Every day open Activity Manager and your folder, New Trip Inquiry
Follow-ups appear on your To-Do List.

o Close a Reminder by either rescheduling it (if appropriate), or checking
the Completed field. Click Refresh to take Reminder off your To-Do
List.
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Res Card with Activity Created, and suggested fields filled out:

J ClientBase - Sabre Travel Network - [Res Card] c=1ray
File Edit Reports Merge To Workstation Defaults Global Defaults Utilities Windows Help
=
ResTad _nviced ol Balance ® B B &. 3
No. 410 [ 000 | 000 | 0.00 Invoice  Proposal Itineraty  Statement Remind ~ GoTo
Create Date eseivy e Marketing Source  Group Branch No.
v v |[0] Travel W «
Prepared for Destination Trip Start Date  Trip End Date
Able/Kenneth C(austolotion 7] (Ausvoie] ~ + = -
Addresses
R S BT VA £ e S E O S Sl nw T Travelers
LEent Onip 10 AQOIess (v USE FI0IeS ofip 10 LEent oM 1 0 Agaress IJUSBTIUmC Om 10 J
Mr. Kenneth David Able » M. Kenneth David Able - Able/Kenneth David
1257 Orange Street 1257 Orange Street Able/Susan Elizabeth
Los Altos, CA 94022 Los Altos, CA 94022
| Reservations | Invdices | Activities Remarks | Client Feedback | Attachments | More Fields | EditHistory |
Filters
@ All Activiies © Malers © Notes © Reminders © Open Reminders L Add )| Modiy || Delete |
| |1ype |Activity DateTime |Sublect |Priority |Login Name |Create D Refresh ]
R 57172014 1:30:00 PM Trip Inquiry Follow-U| Medium  SYSDBA 41:3717¢
I tp Inuiry P I Batched Reminder ]
8 ClientBase - Sabre Travel Network - [New Reminder] ML - Actity Detals |
& rile Edit Reports Merge To Workstation Defaults Global Defaults  Utilities Windows Hel A
Reminds] [ & GoToPuoie || & PintDetai | Folon G o AREaE TRl
Mr. Kenneth David Able Phone: +1 (650) 9881222 . 2 Adults Westem Australia for
1257 Orange Street M
Los Altos, CA 84022 E sk b nwihie et

| Profile

Able/Kenneth [

Res Card

[410] Australia
Creaie Daie

~ || —)
Create User
SYSDBA
\Q [7] Set Alam [ Completed
Follow up on Austialia Trip

2 Adults Western Australia for 21 days - antime in the Spring

Click New Trip Follow-up Folder to see Reminders:

J ClientBase - Sabre Travel Network —— S — R I—@@g

| File Edit Reports Merge To Workstation Defaults Global Defaults Utilities Windows Help

g. 65 S o B v B

= 4 8 @ B3 3 X
Profile Remind  Note Mailer FRes Card Inventory  Print Label Letter PNR E-mail  Glance GoTo Delete
Dashboard [ Home: | Profiles I Level1| Level2 [Level 3
Activities -
clvitie: | Res Cards | Inventory I Intemet | Filters
e 3 = ctivities
l Activity Date Between And'

Subject Starts With "Trip Inguiry Follow-Up"

m(»

4¢3 Activity Manager

Filter
& Refresh
<
4 [E] Global
| (] Notes
(] Reminders
(1] Open Reminders Only

1

[Feiiies [ com ({5 AtaGlance c ]
1 Mailers Type (AC|Login Name |Name (PROFILE) |Activity DateTi7 1|Subject (AcTvVITY) | iler|Priority (ACTIVIT|Durat{Remarks (ACTN
(1 All Activities R |SHARON  Anderson/Ed Trip Inquiry Follow-Up Medium 15
{1 Agent's Dpen Reminders R SHARON  Berman/Kris || Trip Inquiry Follow-Up |

Pl

Medium | 45|
- ; - R |SYSDBA |Able/Kenneth
‘(] Trip Inquiry Follow Up

Medium

Trip Inquiry Follow-Up |

15| Follow up on Au:

|
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Let’s Practice!

Exercise #1:

Use your own Agent profile to create a new Res Card, fill in the suggested fields, and create a Reminder
to follow-up next week. Set an alarm. Click on your saved folder in the Activity Manager, My Trip Inquiry
Follow-ups to see this new Reminder.

Exercise #2:

There’s a new client on the phone interested in a Bermuda Cruise. Create a new Profile, a new Res
Card, fill in the suggested fields, and create a Reminder to follow-up next week. Set an alarm. Click on
your saved folder in the Activity Manager, My Trip Inquiry Follow-ups to see this new Reminder. Then
Delete the profile.

Exercise #3: Role Play

Partner up with another agent in your office and practice how to create a new Res Card with Reminder
by using an Agent profile. (Don’t forget to ask client if this is correct address, phone number and e-mail.)

Reverse roles.
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Monitor Results for Getting Started with

Res Cards and Reminders
(Inspect What You Expect!)

After you have taught agents basic creation and use of Reminders and Res Cards, use
reports to monitor their progress to review and discuss results as soon as possible:

From the Activity Manager click the New Trip Inquiry Follow-ups folder. Go into the
filter, do not reset and put in any dates you desire in the Activity Date to run a report
(last 2 days, last week, etc.)

Run Agent Statistics Report to check agents’ progress (see sample below):

o Go to Reports|Activity Reports|Statistics|User Stats to run report showing per
agent what New Trip Inquiries were created yesterday.

Publish User Stats daily for all to view (for agent accountability).
Review skills with those agents who need help.
Randomly select an agent to sit with and observe usage.

After Agents have learned Packet 5 (Res Cards), you can see how many Trip
Inquiry Reminders turned into actual bookings. Click the Closed Trip Inquiry Follow-
ups folder. Jump into the Res Card from the Reminder, and see if the Reservation
Cycle has been changed to Booked.

ClientBase - Sabre Travel Network - [UserStatisticsReport]

File Edit Reports Merge To Workstation Defaults Global Defaults Utilities | Windows | Help

Qo BDEEAW « » 1 REHYE

Report: User Statistics
Agent: SYSDBA
Date/Time:
Filter: *** Activities
Activity Date Between And
Subject Starts With "Trip inquiry Follow-Up"

*** General Info
Profile Status Is Equal to Active

SHARON Query Results Matches % of Results
All Reminders 2 2 100.00%
Open Reminders 2 2 100.00%

SYSDBA Query Results Matches % of Results
All Reminders 1 1 100.00%
Open Reminders 1 1 100.00%

Sample User Stats Report on Reminders
Created Yesterday
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Getting Started with Res Cards and Reminders
Additional Resources

Here is a list of additional resources available from Trams Products and Services to help you and your
agents learn basic profile skills:

For the In-House Trainer:
1. From ClientBase program, click Help Files|Contents:
a. Read An In-Depth Look at Activities.
b. InIndex, type in R and read the Batch Reminders section.

For the Agents:
1. From ClientBase program, click Help Files|Contents:
a. Read An In-Depth Look at Activities

Getting Started with Res Cards and Reminders Skills
Enhancement

As agents become more comfortable in creating and using basic Reminders, you may want to teach
them additional skills:

« How to create Notes
« Other Reminder uses
« How to add other types of Reminders

«  How to use At-A-Glance
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Packet Five

Enhanced Res Card Skills

Overview

Now that your agents have been introduced to the ClientBase Res Card to manage the sales process, it's time
to expand the use of the Res Card for tracking the reservation details once a booking is made, and to use
Batched Reminders to manage the trip planning process. In this fifth packet, Enhanced Res Cards Skills,
you are teaching the agents to master the following skills:

How to find Res Cards they have created
o Moving between Reminders and the Res Card
o Retrieving Res Cards from the Client Profile

Review General Info Section
o Auto-fill fields: Create Date, Agent, Status
o How to change Reservation Cycle to Booked
o Bill To and Ship To Addresses

Key Additional Fields in Res Card
o Group
Regions and Destinations
o Passenger Name — Insert from Profile, and add other travelers
How to Create New Reservation and input Vendor, trip pricing, and trip dates

How to use Batched Reminders
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Enhanced Res Card Skills Class Outline

After setup, you are ready to hold a staff meeting. Photocopy, pass out Agent Handouts, and
teach Enhanced Res Cards SkKills:

In-House Trainer Review: What is a Res Card and how does using Res Cards benefit agents?
(3 minutes)

Manages sale from start to finish

Easily create Reminders all at once for all the things you need to track

Provides valuable trip details in one place

Management and owners can get valuable reports on trips

You can copy a Res Card from one Profile to another o Res Cards enable you to use Live Connect
Providers

Saves time by typing details into Res Cards instead of writing them on paper and transferring them
Invoices from Res Cards fall directly into Trams Back Office

O O O O O

o O

In-House Trainer Demonstration: How to retrieve previous created Res Cards. (3 minutes)
o From inside a Reminder
o From Profile’'s Res Card Tab

In-House Trainer Demonstration: General Info Res Card Section (3 minutes)
Change Reservation Cycle from Under Consideration to Booked.

Show how to Go to Profile and use Windows to hop back into Res Card
Explain Bill to and Ship To Addresses, Regions, Destination, Group

Add travelers — Insert from Profile, and add other travelers

O O O O

In-House Trainer Demonstration — Create a new reservation and input vendor, trip pricing, and trip dates. (3
minutes)

In-House Trainer Demonstration - Click Batched Reminders to set up all reminders at one time for the trip.
Show how to apply and check in Activity Tab for all reminders created. (3 minutes)

Q & A Session (Cap at 8 minutes)

In-House Trainer Hands On: Have agents practice new skills by creating new Res Cards (see Agent
Handouts) (8 minutes or practice on own)

In-House Trainer Sets Expectations (for Agent accountability): Agents are to setup a Res card for each
new trip and create a reminder for Trip Inquiry Follow-up. When client books trip, agent will query up the res
card, fill in key Res Card information such as travelers, vendor, trip pricing and dates, and created batched
reminders for Deposit, Final Payment, Check for Documents, and Welcome Home call. (3 minutes)
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Agent Handout
Enhanced Res Card Skills

Disorganized?
Over worked?
Wasting time looking for files, phone
numbers and information?

/i — e B
[ ‘

ClientBase Can Help
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Manage the Trip Planning Process with Res Cards

As your agency implements ClientBase and begins reaping the rewards of improved customer
relationships and effective marketing programs, your leisure travel sales should start increasing. To help
you better manage this increasing volume of business and track the leads generated by your marketing
programs, the Res Card has been created. Think of the ClientBase Res Card as a home for the many
details involved in planning each and every trip for your customers and as a tool that will help you
manage the entire trip planning process.

Regardless of the technology your agents use or don’t use, regardless of your niche or type of business,
regardless of how long your agents have been in the business, there are certain fundamental
components involved in the trip planning process. The ClientBase Res Card has been designed to help
agents through each process with the objective of making agents more efficient and effective. In the
past, agents may have concentrated more of their attention on just the Booking Process, but with the
advent of airline commission caps, there has been a new emphasis on leisure bookings and a greater
need to manage these leisure sales.

The Res Card feature in ClientBase provides a perfect tool to integrate all processes in trip planning. By
setting up a Res Card, an agent can document the client’s first call by creating a Res Card and
scheduling a follow-up call (listed on the daily to-do list) with a Reminder. Once the customer is
considering the trip, the agent can capture details of reservations and print out client quotes or itineraries.
By using the Live Connect feature in ClientBase, agents have the ability to book reservations via on-line
booking engines and then pull all that reservation detail back into the Res Card.

When the client books the trip, the agent can produce invoices and trip statements, while tracking
invoiced and un-invoiced balances. Additional notes and reminders can be created to remind an agent
of a final payment date or a document confirmation. When the customer returns home, the agent can
document his remarks and suggestions. Because all client trip data is in one localized area, reports
such as Final Payment, Vendor Booking and Service Provider Activity can be produced for Res Cards in
all stages of implementation of the trip planning process.

As ClientBase shares a database with Trams Back Office, the invoices generated from the Res Card
automatically become part of the Trams Back Office data. Invoices generated through the Res Card
maintain their own numbering system, separate from the numbering system of invoices generated
through Interface.

Managing the Trip Planning Process

( ) )
Booking Administrative
Sales Process | — Process —> Process
. J T J
4 ) )
Welcome Home Accounting
Process Process
. Y, J
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Cheat Sheet

Enhanced Res Card Skills

Steps for successfully entering Res Card Information:

1. For every new trip inquiry, edit/create a new profile and then create a new Res
Card and Trip Inquiry Reminder as learned in Packet 4.

2. When client books the trip and if a Res Card already exists for this customer,
open it either through the Reminder, or in the Profile Res Card tab. Fill in Key
Fields in Res Card:

o Res Card Cycle (change to Booked)
o Group

o Trip Name

o Region/Destination

o Passenger Name — Insert from Profile, and add other
travelers

3. Create new Reservation and input vendor, trip prices and trip dates.

4. Click Batched Reminders to automatically schedule deposit due, final payment,
check documents, welcome home calls, etc.
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Let’s Practice!

Exercise #1:

Use your own Agent profile to create a new Res Card, fill in the key fields, enter travelers, and create a
reservation with vendor, trip pricing, and trip dates. Click batched reminders to create all pertinent
reminders at the same time. Apply changes and in the Activity Tab, click Refresh to see your new
reminders.

Exercise #2:
Use a real booking and enter basic data.

Exercise #3:

There’s a new client on the phone interested in a Bermuda Cruise. Create a new Profile and a Trip
Inquiry Follow-up reminder. Now you are calling him from your To-Do list in the Activity Manager. Enter
the Res Card from the Reminder, change the Res Cycle, fill in all other suggested fields, and create a
reservation with trip dates, vendor and pricing. Click batched reminders to create all pertinent reminders
at the same time. Apply changes, and in the Activity Tab, click Refresh to see your new reminders.

Exercise #4: Role Play

Partner up with another agent in your office and practice creating a new Res Card in the partner's Agent
profile. (Don’t forget to ask client if this is correct address, phone number and e-mail.) Change the Res
Cycle to Booked, and enter some travelers. Create a reservation with vendor, pricing, and trip dates.
Click batched reminders to create all pertinent reminders at the same time. Apply changes, and in the
Activity Tab, click Refresh to see your new reminders.

Reverse roles.
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Monitor Enhanced Res Cards Skills

(Inspect what you expect!)

After you have taught agents Res Card skills, use reports to monitor their
progress to review and discuss results as soon as possible:

In Level 1 Res Card Query, choose Reservation Cycle from drop-
down menu, and select Booked. Check Res Card fields for
accuracy.

o Were Travelers entered? Other fields you taught?
o Were vendor, trip pricing, and trip dates complete?
o Were Batched Reminders set up?

Query for all Active Res Cards:

o Using Level 1 Query choose Status from drop down menu and
choose Active, and choose Agent Name and leave blank.

o Go to Reports|Res Card Reports|Reservation Cycle Report
and sort by Agent to run report showing what res card cycle per
Agent each Res Card is in (see back).

Publish User Stats daily for all to view (for agent accountability).

Review Res Card skills with those agents who need
help.
Randomly select an agent to sit with and observe usage.

ClientBase - Sabre Travel Network - [ReservationCycleReport] il — E@ﬂ
File Edit Reports Merge To Workstation Defaults Global Defaults Utilities Windows Help - | &%
Qe DEBH«» "BEHYE

Report: Reservation CycleReport =
Agent: SYSDBA
Date/Time:
Filter: *** Res Cards
o ROSTCHAFMELS . .....ovinnsnmmnnmnmmann
Res Card Status Is Equal to Active
*** General Info
Profile Status Is Equal to Active
Agent CreateDate  Region Destination Trip Name
Client Name ReservationTotal Commission Total Invoiced Total Uninvoiced Total |
Sharon Meyer Jan 28, United States Florida Florida 3
Hale/James 746.59 0.00 746.59 0.00
Sharon Meyer Jun 086, Europe/Russia Crystal Cruise 2013
Barnes/Noble 7,000.00 980.00 0.00 7,000.00
Sharon Meyer Oct 27, Kona Getaway
Henke/Rich 897.60 81.60 100.00 797.60
Sharon Meyer Sep 24, Tauck Tours
Barnes/Brenda 550.00 0.00 0.00 550.00
‘ Sharon Meyer Jan05, =7 Staff Meeting-1/20/06-9:00a
Staff Meetings 0.00 0.00 0.00 0.00
| Sharon Meyer Jan 27, Amadeus Import
\ Jonker /Kennedy 0.00 0.00 0.00 0.00
Totals: 9,194.19 1,061.60 846.59 8,347.60

42

04/21



Enhanced Res Card Skills Additional Resources

Here is a list of additional resources available from Trams Products and Services to help you
and your agents learn Enhanced Res Cards Skills:

For the In-House Trainer:
1. From ClientBase program, click Help Files|Contents:
a. Click An In-Depth Look at Res Cards.

b. Click Set Up ClientBase for your Agents|Global Default Res Card Defaults|Batch
Reminder Settings.

c. From Index, type B. Click Batch Reminders.

For the Agents:
1. From ClientBase program, click Help Files|Contents:
a. Click An In-Depth Look at Res Cards.

Res Cards Skills Enhancement

As agents become more comfortable in entering Res Card information, you
may want to teach them additional skills:

» What are Service Providers? Differences between Service Providers and
Vendors.

+ Capture Reservation Details manually, using Live Connect, using PNR
Import, or using Inventory.

* How to use Client Quote Proposals.
* How to generate an Invoice.

* Using Live Connect.

* Using Itemized Pricing.

« Use of Itin/Invoice Remarks.
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