
Customer-Focused 
Selling
Activities Workbook

Certified Travel Associate (CTA) Program

  Professional Skills Course



Customer-Focused Selling Lesson 1: Introduction to Travel Sales

How About You?
How do you measure up as a customer-focused salesperson? Complete the following 
self-assessment by reading each statement and circling the response that best describes 
your current personal selling skills. When you have completed the assessment, add up 
your points and record the total in the space provided. To find out what your score means, 
read the Scoring Box at the bottom of the sheet. Then, select two or three skills that you 
want to improve and write them in the space provided.

Self-Assessment: Customer-Focused Selling

In face-to-face selling situations with my customers:

Always Sometimes Never
 5 3 1

1. I make my customers feel comfortable and
confident in my ability by demonstrating
comprehensive product knowledge, broad travel
experience, and thorough research.

I use appropriate body language in the following areas:

8. Facial expression

9. Eye contact

10. Posture

11. Gestures

Total Points ____________

5 3 1

5 3 1

5 3 1

5 3 1

5 3 1

5 3 1

2. To understand my customers’ needs, I ask
questions that are tailored to their individual
expectations, passions, preferences, and
interests.

3. I recommend travel products that fit my
customers’ needs and understand that travel
counseling is not a one-size-fits-all service.

4. I translate features of the products into benefits
that have meaning for my customers based on
their needs and how the benefits can meet those
needs.

5. I offer suggestions that would add value to my
customers’ travel experiences through upselling
and cross-selling.

6. I handle my customers’ objections professionally
and effectively by acknowledging and exploring
their concerns, showing genuine interest in
resolving them, and then working with the
customers to find a solution.

7. I know when to ask for a sale by staying tuned in
to the customers’ verbal and non-verbal feedback
throughout the consultation.

5 3 1

5 3 1

5 3 1

5 3 1



Customer-Focused Selling Lesson 1: Introduction to Travel Sales

© The Travel Institute10

Scoring Box

If your score 
was between… 

55 and 41 

40 and 26 

25 and 11 

Then you…

use customer-focused selling techniques effectively.

use customer-focused selling techniques well, but  could use 
some improvement.

need to work on improving many of the customer-focused 
selling techniques.

Three skills I want to improve are:

1.

2. 

3.

Time Out
List three other characteristics that you believe define a professional travel sales 
consultant.
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Lesson 2: Understanding the Sales Cycle

Quick Quiz
Test Your Understanding #1

You have joined a new travel agency and want to identify groups that are potential 
clients for international group trips. Where would you look for leads? 

Quick Quiz
Test Your Understanding #2

A new client has made an appointment to come into your agency to discuss her travel 
plans with you. When she arrives, however, the office is swamped — everyone is on the 
phone, and you are with a client. What do you do?
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Quick Quiz
Test Your Understanding #3

“Send us somewhere warm,” says the thirty-something couple across your desk who are 
here to plan a vacation to celebrate their 10th anniversary. “We’re in the mood for an island 
in the sun.” What do you do?

Quick Quiz
Test Your Understanding #4

You’re helping a middle-aged couple plan their annual February get-away, and they’ve 
chosen	Bermuda	as	this	year’s	destination.	During	your	conversation,	you’ve	determined	
that Bermuda won’t be as warm as they’d like in February. Instead, you’re quite certain 
they’d prefer the Caribbean island where you and your spouse just enjoyed a fabulous 
long weekend. From your first-hand experience with your preferred suppliers, you know 
just the airline, rental car, and resort hotel to suit their needs. But these clients are  
experienced travelers, and you’re hesitant to disagree with them about their chosen 
vacation spot. What do you do?
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At Work
How well do you translate features into benefits? Try this activity to practice your 
personal selling skills. Write as many benefits as you can think of for each feature in the 
chart below. Be sure the benefits you list can be perceived as such from the user’s point 
of view. 

Product Features Customer Benefits

Room with a view  _____________________________________________

_____________________________________________

All-inclusive _____________________________________________

_____________________________________________

Admission to theme park  _____________________________________________

_____________________________________________

Round-trip transfers  _____________________________________________

_____________________________________________

Indoor and outdoor pools  _____________________________________________

_____________________________________________
Unlimited mileage on 
rental car _____________________________________________

_____________________________________________
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Two phones lines in hotel room  _____________________________________________

_____________________________________________

Teen counselor on board  _____________________________________________

_____________________________________________

Business center in hotel  _____________________________________________

_____________________________________________

24-hour room service  _____________________________________________

_____________________________________________

Free in-suite Wi-Fi  _____________________________________________

_____________________________________________
On-site package-shipping
center sponsored by domestic
and international carrier  _____________________________________________

_____________________________________________
In-house audio and video
technical team  _____________________________________________

_____________________________________________

In-suite computer connections
and printer _____________________________________________

_____________________________________________
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Quick Quiz
Test Your Understanding #5

After listening to a family describe what they’re looking for in a Mediterranean cruise, 
you lay out a dozen brochures and begin to page through them. You offer comparisons 
of each line, pointing out relevant “virtual balconies and portholes,” “inside upper-deck 
berths,” and “air-sea programs” to help convey that you really know your stuff. The 
would-be cruisers sit very quietly as you make your pitch. When you’re finished, they 
thank you and leave. What went wrong?



Quick Quiz
Test Your Understanding #6

Objections from clients are part of everyday life for most businesses. However, there are 
some obstacles that are unique to the travel industry.

Below are some concerns that travel agents frequently must address. How would you 
respond to your customers upon hearing these remarks?

1. Client: “I can find that on the Internet!”
You:

2. Client: “I’ve never paid a fee to use a travel agent.”

You:

3. Client: “I can find it cheaper somewhere else.”
You:

4. Client: “I had a friend who had a horrible experience there.”
You:

5. Client: “My kids won’s like the food there.”
You:
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Quick Quiz
Test Your Understanding #7

The Fortune 500 executive nods in agreement. “That sounds wonderful. A spa is just 
what I need to really unwind and work out a little tension.” She smiles and wants to go 
back to the spa’s home page. “This one near the ocean sounds just perfect.” What do 
you do?

Quick Quiz
Test Your Understanding #8

A quick glance at your calendar today reminded you that Mandy, one of your frequent 
corporate clients, returned yesterday from a trip to Taiwan to attend a trade show. There 
had been no availability on her favorite airline when she contacted you 10 days before 
her departure, so you booked  her on a reputable foreign carrier that she had never tried. 
You knew she was nervous about the unfamiliar airline, but after you assured her of the 
airline’s safety and professionalism, she agreed to travel. What could you do to follow 
up?
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Lesson 3: The Non-Face-to-Face Sales Cycle

At Work
After your next phone conversation, answer the following questions:

1. Were you interested in what the person was saying?

Did	you	do	anything	to	let	the	person	know	that?

2. Was the other person interested in your comments?

How do you know?

3. How did you know when the other person wanted the conversation to end?
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Quick Quiz
Test Your Understanding #9

Read the following scenario, then write your responses to the questions below.

“Now that our two children are out of college, we’d like to treat ourselves to a cruise,” 
says the woman with whom you are speaking on the telephone. “We’ve never been on a 
cruise before, and we heard we can do all the things we love to do: dance, snorkel, relax 
and eat.”

What would you say to clarify your understanding of this customer’s need?

What would you say to confirm your understanding of this customer’s need?

What would you say to acknowledge that you value what this customer is saying?
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How About You?
Think of a recent sales interaction you conducted by telephone. Answer the following 
questions to determine how well you adapted your communication strategies for the 
telephone sales process. Circle your answer.

Did	you	answer	the	call	with	a	friendly	greeting	and	identify	
yourself?

Did	you	ask	to	help	the	client	and	find	out	his	or	her	name?

Did	you	give	feedback	frequently	to	indicate	you	were	listening?

Did	you	ask	for	the	customer’s	feedback	frequently?

Did	you	choose	words	that	made	intangible	travel	products	
come alive?

Did	you	probe	to	identify	your	customer’s	unspoken	needs?

Did	you	clarify,	confirm	and	acknowledge	what	your	customer	
said?

Did	you	probe	for	any	objections?

Did	you	ask	for	the	sale	at	the	appropriate	time?

Yes No

Yes No

Yes No

Yes No

Yes No

Yes No

Yes No

Yes No

Yes No

Quick Quiz
Test Your Understanding #10

Think about a website you trust. What are some of the features that initially drew you to 
this website and that keep you coming back? List them here.

Which of these features can you incorporate in your current or future website?



Application Activities 
Clearly, there is more to successful selling than asking clients where they want to go and 
making the necessary reservations. Serious travel professionals know how to tailor their 
sales skills in each step of the sale cycle to unique sales situations and use their 
knowledge of their own strengths and weaknesses to continuously improve their sales 
skills.

In Part I of this activity, assume you will talk with the following hypothetical customer, 
either on the telephone or in your office at work tomorrow. As you read the scenario, 
write down what you would do in each step in the sales cycle, as requested. Note also 
those behaviors you would avoid. Be as specific as possible. Obviously, you can’t know 
exactly how your customer would respond in each step, but based on the information 
provided, simply try to predict how the customer would respond and tailor your behaviors 
accordingly. Because each of us has our own personal selling style, there is no single 
right way to respond. However, suggested responses are provided in the Answer Key at 
the end of this course.

Note: If the scenario is not applicable to your actual job responsibilities, try to imagine a 
similar situation that you realistically would encounter in your job and respond within that 
context. Remember, there are no absolutely right answers; the important thing is that 
you are able to apply some of the skills presented throughout this course to real-life situ-
ations.

In Part II, a self-analysis activity will provide you with an opportunity to assess your 
current comfort level with the steps in the sales process and consider ways to help you 
improve your effectiveness in each step. Just as each sales interaction is different, each 
of us approaches the sales process differently. Part of understanding the sales cycle is 
understanding your own attitude toward the various steps in the cycle.

Part III of this activity provides an opportunity for you to practice desirable selling skills in 
a role-play situation.

Customer-Focused Selling Application Activities
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Part 1: The Sales Cycle in Action
A. A local Mary Kay Cosmetics representative calls you on the telephone. She has

requested your help in arranging a vacation package as a prize for an incentive sales
contest she’s holding for her 50 part-time sales representatives.

Identify Customer:
How will you determine how close she is to a purchase decision?
Actions to Take

Actions to Avoid

Build Trust:
What verbal and nonverbal communication would you use to establish trust and 
credibility?
Actions to Take

Actions to Avoid
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Identify Needs:
What specific questions would you ask to iden tify her needs? 
Actions to Take

Actions to Avoid

What needs might she have that you can help her discover? How?

B. After your preliminary telephone discussion, your client has come into your office to
discuss	further	details	with	you	in	person.	During	your	conversations,	you	have
determined that she thinks Hawaii, Mexico, or the Caribbean would be ideal
destinations. She can’t decide which destination would be better, but she knows she
wants a property that is top-notch, as nothing less than the best will do for her top
salespeople. “I want them to have breakfast in bed if they want it, spa treatments, the
works.” You immediately think of the Grand Lido in Jamaica. Then she adds, “Of
course, they will probably want to bring their spouses or children.”

Select Product:
How do you narrow your options? 
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What specific supplier would you select? Why?

Recommend Product:
What products would you recommend? Why?

How would you present its features and benefits?

What value-added items could you sell? How can you up- or cross-sell?

C. You’ve presented the features and benefits of three properties that would suit her
needs, checked for her feedback, and notice you have consistently obtained her
agreement about the Caribbean resort you recommended. As she dog-ears some
pages in the brochure, she looks up with a smile as says, “I can’t wait to announce this
at our next sales meeting.” Just as you offer to make the arrangements, she leans back
and frowns as she flips to the pricing pages in the brochure.
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Overcome Obstacles:
How can you determine what concerns she might have? 

What will you say to deal with them?

Close the Sale and Recap:
After you address her concerns, how and when you will attempt to close? 

Follow Up:
Assuming you’ve closed the sale, what is involved in processing the order? 

What can you do to manage “after-sale satisfaction”?
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Part 2: A Personal Look at the Sales Cycle
A. Self-Assessment: Personal Challenges in the Sales Cycle

Consider your opinion about the importance, difficulty, and time involved in each step of 
sales cycle. Specifically, ask yourself the following questions:

Importance What is the relative importance of this step in relation to my daily work?

Difficulty How difficult is this step for me?

Time How much time do I spend completing this step?

Indicate your assessment by writing a point value in each category for each step of the 
sales cycle, using the following point system:

5 = High 3 = Moderate 1 = Low

When you have completed the assessment, record the total point value for each step in 
the space provided.

Sales Step Importance Difficulty Time Spent Total

Identifying customers  ________  ________  _______  _______

Building trust  ________  ________  _______  _______

Identifying needs  ________  ________  _______  _______

Selecting products  ________  ________  _______  _______

Recommending products  ________  ________  _______  _______

Overcoming obstacles  ________  ________  _______  _______

Closing the sale and 
recapping  ________  ________  _______  _______

Following up  ________  ________  _______  _______
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B. Rank Order Your Sales Cycle

The higher the total point value of a step in the sales cycle, the greater the challenge 
that step is for you. List the steps of the sales cycle in rank order of how challenging 
they are for you, with number 1 being the least challenging (or lowest scoring on your 
self-assessment) and number 8 being the most challenging (or highest scoring on your 
self-assessment).

Least challenging 1.  ___________________________________________________

2.  ___________________________________________________

3.  ___________________________________________________

4.  ___________________________________________________

5.  ___________________________________________________

6.  ___________________________________________________

7.  ___________________________________________________

Most challenging 8.  ___________________________________________________
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C. Analyze Your Sales Cycle

For most travel salespeople, the challenges they face boil down to one of three 
problems: a lack of time, a lack of skills or experience (difficulty), or unclear or conflicting 
priorities (importance).

1. List your three most challenging steps in the sales cycle (numbers 6, 7, and 8 on your
list) on the grid below.

2. What specific problem(s) create the challenge for you in each step (lack of time, lack
of skills or experience, unclear or conflicting priorities, etc.)? Write your answers in the
spaces provided.

3. What strategies could help you overcome this problem? (Refer to the information in
this course, your practical experience, and your peers for possible solutions to the
problems you are having with your three most challenging sales steps). Write your
ideas in the spaces provided.

Sales Step  ____________________________________________________________

Problem  ______________________________________________________________

Possible Solution  _______________________________________________________

Sales Step  ____________________________________________________________

Problem  ______________________________________________________________
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Possible Solution  _______________________________________________________

Sales Step  ____________________________________________________________

Problem  ______________________________________________________________

Possible Solution  _______________________________________________________

Part 3: Skills Practice—Role Play (Optional)
Practice role playing the sales scenario in Part I with a colleague, friend, or family 
member. You will take the part of the travel counselor and your partner will act as the 
customer.

Explain the situation to your role play partner, including any problems or concerns the 
customer may have. Ask your partner not to stop the show by being unreasonably 
difficult or vague and to play the role as realistically as possible. You may want to tell 
your partner about any specific skills that you are trying to improve (review your  
Self-Assessment in Unit 1 to help you determine your strengths and weaknesses).

Don’t	worry	about	making	mistakes	(mistakes	are	learning	opportunities),	and	be	sure	to	
discuss the role play afterward. Your partner may be able to share some valuable 
feedback on your personal selling skills. A feedback sheet is provided to help guide this 
discussion.
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Role Play Feedback Sheet

Use this sheet to provide feedback on the travel counselor’s personal selling skills during 
the role play. If your partner asked you to focus on any specific skill areas, be sure to 
provide thoughtful feedback that could help enhance those skills.

During the sales process:

You made me feel comfortable and confident in your ability. Yes No

You asked the right questions to understand my needs. Yes No

You recommended travel products that fit my needs. Yes No

You translated features of the products into benefits that had 
meaning for me. Yes No

You offered suggestions that would add value to my travel experience. Yes No

You handled my objections professionally and effectively. Yes No

You knew when to ask for the sale. Yes No

You used appropriate body language in the following areas:

Facial expression Yes No Posture Yes No

Eye contact Yes No Gestures Yes No

Comments:

Note to Travel Counselor:

Check the responses on this feedback sheet with your own assessment of your sales 
abilities in Unit 1 of this course. How do they compare?




