
“Res reps are a very resilient group of folks,” said Valerie Folger, Senior       

..Analyst, Reservations Communications.

“Res is the helping hand behind the scenes and they’re a terrific help to us,” 

..said DFW Agent and Agent Advisory Board (AAB) System Chair Julie Florence.

“We are the Wikipedia of the airline,” said Elaine Williams, Res Representative 

..(Rep), Eastern Reservations Office (ERO).

“The interactions our Reservations Representatives have with our 
customers help to ensure that their travel experience on American is  
as smooth as possible,” said Bella Goren, Senior Vice President, Customer 

..Relationship Marketing and Reservations. 
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The Magic Behind the Curtain

About 70 percent of Res calls – and, yes, Res can and does track many of the details – 

involve post-booking support, meaning that the customer already has a reservation  

when they call. As the number of calls has declined, the mix has changed. “More and 

more, there are customer service issues, such as changing an itinerary, complex plans 

(with 11 segments for example), 57 kinds of upgrades and seat assignments,” said Ted 

Sakelarakis, 31-year Res rep at the ERO. More and more, Res reps act in a broader 

capacity to ensure the self-service process goes without a hitch. The machines can 

reissue tickets and collect funds due from the customer.  

The reason for the reps receiving more complex calls is that technology helps customers 

with simpler transactions. For example:

• Many customers book on AA.com or other online travel sites.  

• Electronic ticketing is the norm; paper tickets are rare. 

• Integrated Voice Response (IVR) can handle simple transactions such as flight   

  information inquiries. 

No Simple Calls Anymore 

The Wizards of Res. This issue of On The Fly goes behind the 

curtain to see what the Wizards of AA Reservations do. You’ll get a view 

of a Reservations (Res) facility and hear from some of the employees who 

will help demystify the constantly morphing job of today’s Res reps 

around the globe. Though never face-to-face with customers, Res reps are 

many times both the first and last point of contact when it comes to 

handling a myriad of issues for American’s traveling customers. Read on 

to see why Res stands for much more than making reservations and why   

it takes a wizard to navigate passengers down the yellow brick road. 

How many reps does it 
take to answer the phone 
that rang over 84 million 
times in 2007?  
More than 6,000 full, part-time 
and home-based Res reps 
throughout the system.  

  



Measuring Up
Jennifer Proctor, Manager 
Reservations Communications 
Strategy, said, “We have goals 
for average length of calls in each 
area and also that a customer's 
call is answered within 30 to 60 
seconds. We're always working 
to maintain a balance between 
productivity and customer 
service. The current average call 
length is about five minutes, 
with some being much shorter 
and others being quite lengthy.” 

Mary Atiya is a great example of Res wizardry.  A 20-year Res rep, her fingers fly over 

her keyboard as she quickly types in Passenger Name Records (PNRs) and flips screens 

to get answers for other reps on the SRO Resolution Desk. There’s always a calm 

response. Atiya’s training in domestic sales, AAdvantage, and other areas over the years 

built her knowledge base, helping her to whip out the answers.

“You never know what you’re going to get,” says Atiya as the calls come in: 

• An AAdvantage customer booking business class to India wants confirmation he can 

..book after the seven-day deadline since some of his AAdvantage miles are being 

..confirmed. 

• A travel agent calls for confirmation that a client’s unused.ticket hasn’t expired for an 

..AAdvantage passenger. 

• From the Domestic AAdvantage desk: can a customer, who used a travel agent to book 

..paid segments on Mexicana and used additional AAdvantage award segments, get a 

..full itinerary?

Answers are quick, yet pleasant: “Confirm…Confirm…and Not an AA ticket - contact 

Mexicana.”

Whew! All that in rapid succession and record time with a smile in her voice!

Balancing a Smiling Voice with Lickety-Split Ticketing

Res collected about $50 million in domestic fees in 2007. The number of PNRs in which 

fees are charged has more than doubled since 2004. The first Reservation service fee 

charged to book with AA debuted in 2004 at $5 and is now up to $20. It adds up with 

External Reservation Handling Fees of $20 and External Reservation Handling Fees for 

Seat Requests at $15.

Money Grows on Fees 

One recent innovation is the Ticket Reissue Improvement Project (TRIP). Glitches in the 

ticket reissue process rank as one of the top causes for failure at self-service machines. 

And nearly 15 percent of Res’ 180-hour training curriculum is dedicated to ticket reissue 

procedures.

TRIP was implemented in 2007 after input by Res focus groups from all offices and 

comments by airport agents that suggested multiple technology enhancements, policy/ 

procedure improvements and reference and support ideas. This discussion led to a total 

revamp of ticket reissue procedures. The first step was elimination of a warning 

dialogue box that was the cause of many errors. Subsequent innovations include 

preventing election of a refund process option during the reissue process, displaying the 

total amount due inclusive of fees when a reissue is processed. The system now allows 

multiple passenger types in a reissue.

 What Makes TRIP Tick? 
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Marangel Segarra, ERO

Norma Lira, SRO
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Eastern
Reservations
Office (ERO)
Windsor, CT

Southeastern
Reservations
Office (SERO)

Cary, NC

Southwestern
Reservations
Office (SWRO)
Tucson, AZ

Southern
Reservations
Office (SRO)

Fort Worth, TX

Domestic Res

Central
Reservations
Office (CRO)

Cincinnati, OH

Amazing Maze of Specialty Desks. Each office is organized by desks, with groups of agents who specialize in a particular area. 
Reps develop specialties and expertise in areas such as tariff (a fare reference desk for airport agents and reps) or BMAS reps that update 
customers regarding their lost luggage. Reps bid for various shifts; most desks are manned on 24/7 schedules.

Executive Platinum Desk. Elise 

Charnago, Res rep with 21 years experience on 

the Executive Platinum Desk at SWRO, says her 

responsibilities include handling escalated 

customer resolution calls and supporting 

reservations/airport agents as a help desk. Of   

the elite passengers, she says, “On Executive 

Platinum, we really want to be the one call they 

make. We have flexibility to handle almost 

anything, so we naturally back up the Resolution  

Desk.” As with other desks, reps must possess 

special skills to work in different areas of 

expertise and must apply for the position. The 

Executive Platinum reps are highly skilled and 

qualified to handle premium customers.

Special Assistance: Help with Flying 
Monkeys & Other Services. Cliff Shelton, 

a Res rep at the SRO for 20 years, says, “There’s 

always something different on the Special Assis- 

tance Desk.” Reps coordinate between customers 

and airport agents, handling arrangements for 

wheelchairs, oxygen, medical equipment – even 

Unaccompanied Adults (adults with disabilities). 

And, of course, service animals – traditionally 

dogs, yet these have also included compassionate 

goats, cats and monkeys – boarded in the cabin 

with appreciative owners to provide emotional or 

special needs support. “We even coordinated 

travel for a service horse,” said Shelton.

OSO Desk. The OSO Desk was developed in 

2003 by teams from the SRO, Airport Ticket 

Offices (ATOs) and Reservations, initially 

handling backup calls for cancelled flights and 

schedule changes. Among other duties, specially 

trained OSO reps re-issue tickets, handle 

baggage rerouting and seat assignments. This 

takes heat off airport agents and allows 

customers to be re-accommodated faster.

Res Desks Include:

DSL Domestic Sales
EXC Executive Platinum
INT International 
TAR Tariff
ADV Domestic AAdvantage
IAD International AAdvantage
RSD Resolution Desk
SAC  Special Assistance Coordination 
GMT Group Meeting Travel
AWS AA.com Web Support
BMAS Baggage Resolution

One Stop Shop 
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Barb Shaw, CRO

A Centralized Bird’s Eye View. 
U. S. Reservations represents the largest 

Res operation, and it’s the “Crow’s Nest,” 

central operations center at the SRO, that 

monitors all U.S. calls and reroutes calls 

when a particular office goes on over- 

load. And, if the phones are not ringing, 

they can declare Timecard Leave (TL), 

music to some reps’ ears who can take 

off early. 
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