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What you will learn

How to upsell on Spirit conversations
Identify sales opportunities
Take advantage on sales opportunities
Make most scenarios into a sales conversation
Review the benefits of selling



Assisting the Guest
The first step would be to assist the guest by 

doing the following:

• After reading the guest's interaction to the 

bot, you greet the guest, following-up with 

the information already provided to the 

bot.

• Introduce yourself and display willingness 

to assist. Also, use the guest's name 

throughout the interaction to make it more 

personal (be friendly).
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Assisting the Guest 
You should now continue with the following:

• Once you understand the guest's 

concern/request, you can proceed to offer 

a solution.

• Be as informative as possible so you can 

make the interaction more efficient and 

save the guest the struggle of asking 

additional questions.

• If the issue has not been fully addressed, 

try to providing an open-ended statement 

or question to keep the conversation going.
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Verification
It is important for you to verify the 

information:

• Once you greet the guest, you can proceed 

to verify the information you got from the 

bot.

• Throughout the interaction, feel free to ask 

additional questions so you can get a clear 

picture of what the guest's concern is.

• Whenever a guest's request is not clear 

enough, ask for all the information you 

need in order to properly assist them.

• It is really important that you fully 

understand the concern before you make 

a change to their reservation. 5



Offering additional 
assistance - Upselling

Now, let’s start with the sale:

• Once you have addressed the guest's 

concern, you may proceed to offer 

additional assistance.

• If the guest has not added ancillaries yet, 

now is the perfect time for you to offer 

such service. Try to sound as friendly as 

possible and try to make the service sound 

as comfortable/interesting/useful as 

possible.
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Upselling

• The fist step is going to be 

to verify if the guest has 

added bags or seats. Go the 

Passenger Information, 

verify the SSRs added to the 

flight and also go to Seats 

Assignment.

What can you see in those screenshots?



Scripts you can use to offer bags:

• I can confirm you have not added 

baggage to the flight. Now it is the 

best time to do so, enjoy the best price 

available for only $___. If you wait until 

you get to the airport, the price will 

always be more expensive. Would you 

like me to add the bag to the flight and 

collect the payment?

• Please be mindful that we have a 

special discounted rate if you add the 

bags now. Prices the airport on the 

day of your flight will be higher. It is 

my top priority that you can get the 

best possible price, are you taking a 

carry-on or checked bag?



Scripts you can use to offer seats:

• I see that you have not added 

any seats to your flight yet. We 

would like to make sure you 

sit on the spot you truly want 

during the flight. I see that we 

have a seat available for only 

$____ in the row ____. Would 

you like me to add the seat 

and secure the payment?

• Keep in mind that if you do not add the 

seat now, one will be assigned randomly 

on the day of your flight. I don’t want 

you to be stuck with a seat assignment 

that cannot be changed if the flight is 

full before departure. My friendly 

recommendation is that you secure the 

seat of your choice right now. Do you 

prefer a window or aisle seat?



Sales Structure

Assist the guest

Verify if the guest had added bags by going to 
the Passenger Information and check the SSRs 

added to the flight.

If the guest has not added bags, you can proceed 
to offer it with the script already mentioned.

If the guest wants to add the bags, send the 
secure payment form and collect the payment.

Go ahead and verify if seats have been added by 
going to Seats Assignment. If the guest does not 

have seats, offer seats with the script 
mentioned. 

If guest wants seats, send the secure payment 
form and complete the payment. Wrap up the 

conversation

Assist the guest

Verify if the guest had added bags by going to 
the Passenger Information and check the SSRs 

added to the flight.

If the guest has not added bags, you can proceed 
to offer it with the script already mentioned.

If the guest does not want to add bags, then you 
go ahead and verify if seats have been added by 

going to Seats Assignment

If the guest does not have seats, offer seats with 
the script mentioned

If the guest does not want seats, wrap up the 
conversation.



Assist the guest

Verify if the guest had added bags by going to 
the Passenger Information and check the SSRs 

added to the flight.

If the guest already have bags, Go ahead and 
verify if seats have been added by going to Seats 

Assignment. If the guest does not have seats, 
offer seats with the script mentioned

If the guest wants to add seats, send the secure 
payment form and collect the payment.

Wrap up the conversation.

Assist the guest

Verify if the guest had added bags by going to 
the Passenger Information and check the SSRs 

added to the flight.

If the guest already have bags, Go ahead and 
verify if seats have been added by going to Seats 

Assignment. If the guest does not have seats, 
offer seats with the script mentioned

If the guest does not want seats, wrap up the 
conversation.

Sales Structure



Assist the guest

Verify if the guest had added bags by 
going to the Passenger Information and 

check the SSRs added to the flight.

If the guest has not added bags, you can 
proceed to offer it with the script 

already mentioned.

If the guest wants to add the bags, send 
the secure payment form and collect the 

payment.

Go ahead and verify if seats have been 
added by going to Seats Assignment.

If seats have been added, wrap up the 
conversation. 

Assist the guest

Verify if seats have been added by going 
to Seats Assignment.

If the guest already have seats,  

Verify if the guest had added bags by 
going to the Passenger Information and 

check the SSRs added to the flight.

If the guest does not want to add bags, 
wrap up the conversation. 

Sales Structure



What ancillary is the 
guest missing?



What ancillary is the 
guest missing?



Closing

Let’s finish up the interaction:

• When closing, check whether the guest has 

joined our Saver$ Club. If the guest has not 

joined yet, talk about the benefits of 

joining the club and offer the sign-up link.

• Close the interaction by providing a 

branded closing, thanking the guest for 

their loyalty and reminding them that they 

can reach us back if they have further 

concerns.
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Scenarios
Now, every conversation is different. Let’s 
take a look into the most common type of 
conversations and how to make a sale on 
each one of them:

• Scenario 1: A guest is under an IROP.
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My flight was just cancelled 
due to the storm, can we 
modify my reservation.

By the way, would you 
be adding seats to this 
reservation? I noticed 

you have no seats 
assigned and we want 
YOU to take advantage 

of our lowest prices 
seat assignments. 

Would you like me to 
assign your seats right 

now?

Once you 
helped the 

guest with the 
modification, 
proceed with 

the upsell. 



• Scenario 2: A guest is a affected 
by a schedule changed.
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I was told my flight was 
cancelled but is not suitable 
for me, what can we do? I would be more than 

happy to assist you 
with that. We have an 
option available, MCO 
TO FLL, Nov 20th, for 
thee mount of $265. 
Would you be adding  

baggage to this 
reservation? Keep in 
mind that the prices 
may be higher later 

on. Would you like me 
to add an extra bag or 
assign your seats right 
to your new booking?

First, get the date 
and look up the 
flight availability. 

When you are 
providing the prices 
to the guest, do the 

upsell.



• Scenario 3: A guest wants to get a confirmation email for the 
reservation they just booked online.
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I booked a flight and 
never received a 
confirmation email.

Please be mindful that 
we have a special 

discounted rate if you 
add the bags now. 

Prices the airport on 
the day of your flight 
will be higher. It is my 
top priority that you 

can get the best 
possible price, are you 

taking a carry-on or 
checked bag?

Once you 
helped the 
guest with 

confirmation 
email, proceed 
with the upsell. 



• Scenario 4: A guest wants to change their DOB in their reservation and 
has seats already assigned.
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I want to change my 
date of birth, I put it 
incorrectly by mistake. 
Can you help?

I was able to see that 
you have regular seats 
assigned to your flight, 

would you like to 
upgrade to Big Front 

seats instead? They are 
super spacious and 

comfortable and I love 
it, if you haven’t tried it 

yet you definitely 
should!

Once you 
helped the 

guest with the 
DOB correction, 

proceed with 
the upsell. 



Role-play











Recap: What you have learned

How to upsell on Spirit conversations

Identify sales opportunities in schedule changes and IROPs 

Take advantage on sales opportunities

Make most scenarios a sales conversation

Review the benefits of selling

Role-playing different sales scenarios



Ready to Take 
Off?



Thank You!


