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COURSE DESCRIPTION 

This course introduces students to the fundamentals of reaching and servicing the meetings, 

incentives, conventions, and exhibitions (MICE) market from the perspective of the venue. 

Throughout this course, students will learn the roles of organizations and groups (planners and 

suppliers), strategies for marketing and selling to different group segments, negotiation and 

contract development, and servicing groups after the sale (i.e. food and beverage service, guest 

rooms, meeting and function rooms, registration, and security). Methods for tracking costs, 

billing, and measuring event effectiveness are also outlined. 

COURSE OBJECTIVES 

By the end of this course, students will be able to: 

• Describe the scope of the convention, meetings, and trade show industry in terms of 

types of meetings, who holds meetings, and emerging types of meeting facilities. 

• Describe considerations in the organizational design of a sales department and outline 

how a sales office interfaces with other departments. 

• Understand the characteristics of association, corporate and SMERF group meetings 

that are important for selling to each market. 

• Apply different sales initiatives best to reach different group markets. 

• Distinguish between the elements of a letter of agreement or a contract. 

• Apply knowledge of organizational roles to identify who should coordinate hotel service 

to groups, and the organizational relationships of the position of convention service 

manager. 

INSTRUCTOR INFORMATION 

Instructor: Annamarie Sisson, Ph.D.  

Email: asisson@ufl.edu  

Phone: N/A  

Office:  N/A  

 

Office Hours: By appointment only  

COURSE INFORMATION 

 

Location: Online  

Course Website: http://elearning.ufl.edu  

http://elearning.ufl.edu/


• Understand the considerations needed when assigning rooms to meeting attendees, 

coordinating food and beverage, audiovisuals, and technology for events. 

• Describe the typical function room furniture, meeting set-ups, and time and usage 

considerations for function rooms and be able to know which is best for different event 

type. 

• Describe the functions of key trade show personnel and describe the elements of exhibit 

planning. 

• Describe typical procedures for billing groups and for conducting a post-convention 

review. 

COURSE MATERIALS 

REQUIRED TEXTBOOK:  

Abbey, J.R. (2016). Convention Sales & Service, 9th Edition, Waterbury Press: Las Vegas, NV. 

ADDITIONAL READINGS: 

Additional (optional and required) readings will be assigned throughout the semester. These 

readings will be made available on Canvas for students to access.  

COURSE FORMAT 

This course uses a combination of web‐based video material and lectures; online student 

engagement, discussion, and reflection activities; and assigned readings. In addition to the 

required textbook readings, you also will be responsible for reading articles provided by the 

instructor. All supplemental readings are available through the course website. UF’s Canvas will 

be the official course management system for this course. It is important to keep up with the 

assigned readings to enhance your understanding of the course content. 

COURSE POLICIES 

Students are expected to be professional, which requires them to: 

▪ Actively participate. Active participation includes asking thoughtful questions, 

contributing knowledge and ideas relevant to the topic, volunteering answers to 

questions, and sharing relevant material from other readings, classes, newspapers, and 

media sources. 

▪ Be punctual with regards to assignments, readings and due dates. 

▪ Be prepared. Students are required to read all assigned materials. 

▪ Be courteous and respectful to your peers and the instructor.  



ATTENDANCE POLICY: Online learning can present significant challenges, particularly to 

individuals who are not self‐starters or those who do not possess good time‐management skills. 

The online classroom is available 24 hours a day.  

Unlike traditional instructional settings in which each student gets the same class, the online 

setting means that every student will participate in the course that they choose to experience. 

This type of instruction should be more adaptable to a variety of learning styles. Everyone 

learns differently, so prescribing a “best” approach is difficult. However, you should note that 

this course is not self‐paced. You are expected to adhere to the course calendar and timeline. 

That said, sometimes personal circumstances arise that may interfere with the ability to meet a 

deadline. If such an event does happen, please let the instructor know as soon as possible. 

Proactive communication that informs the instructor of potential conflicts ahead of time will be 

met with more receptivity than retrospective requests for extensions without a compelling 

rationale.  

Requirements for make-up exams, assignments, and other work in this course are consistent 

with the University’s policies and can be found at: 

https://catalog.ufl.edu/ugrad/current/regulations/info/attendance.aspx 

QUIZ POLICIES: Students will complete quizzes at the end of each Module. Quizzes will be made 

available on Canvas on 12:00am Friday morning until 11:59pm Sunday night, available for 

students for 72 hours. Students can take quizzes at any time during this period. It is the 

responsibility of the student to ensure they have access to the Internet and appropriate 

technology (computer, tablet, etc.) during this period to take the quiz.  

If students have any inquiries about quizzes after initial grading, please contact the instructor.  

LATE ASSIGNMENT POLICY:  Assignments must be submitted by the deadline posted by the 

instructor. A penalty will be enforced if students fail to submit an assignment by the deadline. 

The equivalent of 15% will be deducted from the assignment grade immediately after an 

assignment becomes late. After 1 day, an additional 10% will be deducted per day past the due 

date. There are no exceptions to this policy.  

ONLINE COURSE EVALUATION: Students are expected to provide professional and respectful 

feedback on the quality of instruction in this course by completing course evaluations online via 

GatorEvals. Guidance on how to give feedback in a professional and respectful manner is 

available at https://gatorevals.aa.ufl.edu/students/. Students will be notified when the 

evaluation period opens, and can complete evaluations through the email they receive from 

GatorEvals, in their Canvas course menu under GatorEvals, or via https://ufl.bluera.com/ufl/. 

https://catalog.ufl.edu/ugrad/current/regulations/info/attendance.aspx
https://gatorevals.aa.ufl.edu/students/
https://ufl.bluera.com/ufl/


Summaries of course evaluation results are available to students at 

https://gatorevals.aa.ufl.edu/public-results/. 

UF POLICIES 

UNIVERSITY POLICY ON ACCOMMODATING STUDENTS WITH DISABILITIES: Students with 

disabilities requesting accommodations should first register with the Disability Resource Center 

(352-392-8565, www.dso.ufl.edu/drc ) by providing appropriate documentation.  Once 

registered, students will receive an accommodation letter which must be presented to the 

instructor when requesting accommodation. Any student who feels that they may need 

accommodations based on the impact of a disability should contact the instructor privately to 

discuss their specific needs. Students with disabilities should follow this procedure as early as 

possible in the semester. 

UNIVERSITY POLICY ON ACADEMIC CONDUCT:  UF students are bound by The Honor Pledge 

which states, “We, the members of the University of Florida community, pledge to hold 

ourselves and our peers to the highest standards of honesty and integrity by abiding by the 

Honor Code.”  On all work submitted for credit by students at the University of Florida, the 

following pledge is either required or implied: "On my honor, I have neither given nor received 

unauthorized aid in doing this assignment."  The Honor Code 

(http://www.dso.ufl.edu/sccr/process/student-conduct-honor-code/) specifies a number of 

behaviors that are in violation of this code and the possible sanctions.  Academic dishonesty, 

such as plagiarism and cheating, will not be tolerated. Violation of the UF Academic Honor Code 

will incur serious consequences. Any act of academic dishonesty will be reported to the Dean of 

Students Office. Plagiarism and cheating may be punished by failure on the exam, assignment, 

or project; failure in the course; and/or expulsion. There are no exceptions to this policy. 

Furthermore, you are obligated to report any condition that facilitates academic misconduct to 

appropriate personnel.  If you have any questions or concerns, please consult with the 

instructor. 

CLASS DEMEANOR OR NETIQUETTE: All members of the class are expected to follow rules of 

common courtesy in all email messages, threaded discussions, and chats.  Review the 

Netiquette Guide for Online Courses for expected student behavior. 

SOFTWARE USE: All faculty, staff, and students of the university are required and expected to 

obey the laws and legal agreements governing software use.  Failure to do so can lead to 

monetary damages and/or criminal penalties for the individual violator.  Because such 

violations are also against University policies and rules, disciplinary action will be taken as 

appropriate.  We, the members of the University of Florida community, pledge to uphold 

ourselves and our peers to the highest standards of honesty and integrity. 

https://gatorevals.aa.ufl.edu/public-results/
http://www.dso.ufl.edu/drc
http://www.dso.ufl.edu/sccr/process/student-conduct-honor-code/


 

GETTING HELP 

For issues with technical difficulties for Canvas, please contact the UF Help Desk at: 

● http://helpdesk.ufl.edu 

● (352) 392-HELP (4357) 

● Walk-in:  HUB 132 

Any requests for make-ups due to technical issues MUST be accompanied by the ticket number 

received from the Help Desk when the problem was reported to them. The ticket number will 

document the time and date of the problem. You MUST e-mail your instructor within 24 hours 

of the technical difficulty if you wish to request a make-up.  

Other resources are available at https://www.ufl.edu/academics/resources/ 

 

COURSE EVALUATION 

ASSESSMENT SUMMARY  

The following table provides a brief summary of the specific assessment tools for this course, as 

well as the related percentage (and point) value of the final grade. 

Assessment Tool 
 

% Value (Pt Value) 

Active Learning Discussions 10 assignments x 5 points each 10% (50 pts) 

Quizzes  5 module quizzes x 40 points each  40% (200 pts) 

Site Visits 2 site visits x 25 points each 10% (50 pts) 

Module Assignments 3 assignments x 25 points each 15% (75 pts) 

Final Paper 1 final paper  25% (125 pts) 

Total  100% (500pts) 

https://www.ufl.edu/academics/resources/


MODULE OVERVIEW 

Module # and 

Name 

Module Overview Module Objectives Module 

Assessments 

Module 1: 

Introductory 

Module 

Topics: 

• Course 
overview 

• MICE industry 
overview 

• Industry 
terms 

• Current 
trends 

In the Introductory Module, 

students will be introduced to 

the MICE industry from the 

perspective of the venue and 

introduces students to 

industry terms, organizations 

involved in managing group 

events, meeting types and 

the types of organizations 

that hold meetings, different 

facility offerings, and current 

trends in the MICE industry 

• Describe the scope of today’s meetings market, 
including the various types of meetings hosted by the 
convention and meetings industry. 

• Define terminology specific to the conventions and 
meetings industry 

• Describe the various types of meeting facilities 

• Describe trends in the meetings industry 

• Active 
Learning 
Discussion #1  
(5 pts) 

• Module 1 Quiz 
(40 pts) 

TOTAL: 45 pts 
 

Module 2: Role 

of Organizations 

and Groups in 

MICE events 

Topics: 

• What 
organizations 
hold 
meetings? 

• The 
Marketing 
Function 

In Module 2: The Role of 

Organizations and Groups in 

MICE events, students will 

learn the various roles that 

are necessary for a MICE 

event to function, the 

different groups that MICE 

events cater to, and the 

organizational format of a 

sales office from a venue 

perspective.  

● Identify the different types of organizations that hold 
meetings, and describe types of group customers 

● Distinguish sales from marketing  
● Explain the importance of a marketing plan, list the 

four steps of a marketing plan, and describe how 
marketers conduct market research 

● Describe how marketers select target markets, 
position their properties, establish objectives and 
action plans, review and monitor their marketing 
plans, and put their marketing plans into action. 

● Describe typical sales and marketing staff positions, 
and outline the roles of regional and national sales 
offices and independent hotel representative 

• Active 
Learning 
Discussion #2, 
#3 (10 pts) 

• Module 2 Quiz 
(40 pts) 

• Module 2 
Assignment  
(25 pts) 

TOTAL: 75 pts 



• Organizing for 
Convention 
Sales 

● Explain how to manage the efforts of the sales team 
in terms of establishing standard operating 
procedures, conducting sales 

● meetings, assigning account responsibility, and 
evaluating the sales effort 

● Explain the various records, filing systems, and 
technological applications maintained by a sales 
office 

Module 3: 

Reaching and 

Selling to 

Different Group 

Markets 

Topics:  

• Selling the 
association 
market 

• Selling the 
corporate 
market 

• Selling other 
markets 

• Selling to the 
meetings 
market 

• Advertising to 
the meeting 
planner 

• Negotiations 
and Contracts 

In Module 3: Reaching and 

Selling to Different Group 

Markets students will go into 

depth of each MICE group 

market, including their 

characteristics, different 

types, importance, how to 

reach each market and sell to 

each market. Students will 

also learn sales techniques 

including cold calling, 

telephone sales, trade show 

selling and site inspections. 

Students will also learn 

important skills in negotiating 

group business from the 

perspective of the venue. 

They will learn the important 

terms relevant to drafting 

contracts for MICE events 

• Explain the importance of conventions to associations, 
and identify factors that association meeting planners 
consider when making a site selection 

• Identify factors that association/corporate meeting 
planners consider when making a site selection 

• Describe the different types of association and 
corporate meetings 

• Identify characteristics of association and corporate 
meetings that are important for selling to the 
association/corporate market 

• Describe the tools salespeople use to locate 
associations/corporations and to find information 
about the meetings they hold 

• Describe the nonprofit organizations market and 
explain how to sell meeting services and products to 
it. 

• Identify SMERF organizations and explain how to sell 
meeting services and products to them 

• Explain the steps in making a personal sales call and 
how to conduct telephone selling effectively in 
meeting and convention sales. 

• Describe the convention and meeting sales techniques 
of sales blitz selling, trade show selling, selling with 

• Active 
Learning 
Discussions 
#4, #5 (10 pts) 

• Module 3 Quiz 
(40 pts) 

• Site Visit #1  
(25 pts) 

• Module 3 
Assignment  
(25 pts) 

TOTAL: 100 pts 



and apply these terms by 

drafting an event contract. 

convention and visitors bureaus, site inspection 
selling, and familiarization tours. 

• Describe how hospitality salespeople prepare to 
negotiate with meeting planners 

• Identify the elements of a letter of agreement, or 
contract, for meeting and convention sales. 

• Explain the effect of contract standardization and 
multiple-meetings contracts on the meetings and 
convention industry 

Module 4: 

Servicing the 

Event 

Topics: 

• The Service 
Function 

• Guest Rooms 

• Function 
Rooms and 
Meeting Set-
ups 

• Food and 
Beverage 
Service 

• Audiovisual 
Requirements 

• Exhibits and 
Trade Shows  

In Module 4: Servicing the 

Event, students will move 

from trying to obtain group 

business to understanding 

how to service the groups 

once they have obtained 

their business.  

● Describe the importance of serving convention 
groups well, and discuss who should coordinate hotel 
service to groups 

● Analyze the issues related to the transfer of 
responsibility for servicing a group account from a 
hotel salesperson to the convention service manager 

● Describe the format and uses of the resume 
(specification sheet) and banquet event order 
(function sheet) prepared by the convention                                 
service manager 

● Identify factors that hotel staff take into account 
when assigning rooms to meeting attendees and 
managing room blocks, and describe the importance 
of good check- in/check-out procedures. 

● Describe function rooms and how they are managed, 
identify various meeting room setups and describe 
when each is commonly used, summarize how 
function rooms are broken down, describe meeting 
rooms of the future, and explain why it is important 
to monitor function room usage. 

● Identify different types of food service and service-
related issues related to food functions 

• Active 
Learning 
Discussions 
#6, #7, #8  
(15 pts) 

• Module 4 Quiz 
(40 pts) 

• Site Visit #2  
(25 pts) 

• Module 4 
Assignment  
(25 pts) 

TOTAL: 105 pts 



● Describe types of audiovisual equipment and their 
uses. 

● Identify issues related to providing audiovisual 
equipment and services, and explain the impact that 
union regulations may have on the operation of 
audiovisual equipment. 

● Identify and discuss the elements of exhibit planning, 
including the duties and responsibilities of key trade 
show and exhibit personnel 

● Describe registration, types of admission systems and 
other services used for meetings, and summarize 
security issues 

Module 5: Post-

Convention 

Topics: 

• Post-
Convention 
Billing 

• Post-
Convention 
Review 

• Maintaining 
the business 
long-term 

In Module 5, students will 

learn how track costs, and 

prepare the final billing for 

the group. Students will also 

learn the importance of 

measuring event 

effectiveness and maintaining 

the group business long-term 

● Explain how hospitality properties handle billing for 
conventions and meetings 

● Describe typical procedures for conducting a post-
convention review 

● Explain the importance of maintaining relationships 
with clients after the meeting has passed 

• Active 
Learning 
Discussions 
#9, #10 (10 
pts) 

• Module 5 Quiz 
(40 pts) 

• Final Paper 
(125 pts) 

TOTAL: 175 pts 

 



ASSESSMENT OVERVIEW 

ACTIVE LEARNING DISCUSSIONS      10% (50 PTS) 

Active Learning Discussions provide an opportunity for students to discuss course topics 

amongst one another and to demonstrate acquired knowledge through analysis and critique of 

industry topics, such as sales and meeting contracts, property press kits, convention press 

releases, banquet menus, sales strategies, etc. These discussions may include case studies, 

debates, internet exercises, or small activities relevant to the course material.  

The discussions require both an initial post responding to the discussion prompt and a response 

post to a classmate. Students should be proactive and respond to the discussion prompt early 

to provide time for their classmates to contribute and add to their portion of the discussion 

before the deadline.  

Students will not be permitted to make up missed assignments without the appropriate 

documentation (see the Course Policies).  

MODULE QUIZZES        40% (200 PTS) 

• There will be five (5) online quizzes, one for each module.  

• Quizzes will be available at 12:00am on Friday morning and will be available until 

11:59pm Sunday night (72 hours to complete). You will be given a 1-hour time period to 

complete the quiz. Only 1 attempt will be allowed. 

• Quizzes may consist of multiple choice, true and false, fill in the blank, and short answer 

questions. 

• Quizzes are not cumulative. 

• DO NOT MISS A QUIZ! Make-up quizzes will be given only under the most serious 

circumstances (e.g., illness, accident, or emergency). Your reasons should be properly 

documented and may be verified. The instructor will follow the UF policy in deciding 

whether your circumstances grant a make-up. 

SITE VISITS         10% (50 PTS) 

• You will be required to complete two (2) site visits to convention hotel and event venues 

during the semester.  

• You will need to find two properties easily accessible to you that cater to group 

business. You should reach out to the property’s Convention Services Manager or 

Convention Sales Manager to provide you with a tour and information about the 

property. 



• It is highly suggested that you select your venues well ahead of time to schedule your 

site visits before the deadlines.  

• You will need to complete the site visit discussion guide assignments based on your visit 

at each property.  

• Each site visit is worth 25 points 

MODULE ASSIGNMENTS       15% (75 PTS) 

Modules 2, 3 and 4 will have a Module Assignment that incorporates the material covered in 

the module. These are individual assignments and will go toward the final course project. 

Specifically, Module 2 assignment will be Part 1 of the final assignment. Module 3 assignment 

will be Part 2 of the final assignment. Module 4 Assignment will be part 3 of the final 

assignment. Content obtained in Module 5 will be incorporate into the final assignment but will 

not require a separate assignment on its own due to time constraints nearing the end of the 

semester. Instructions on each Module assignment are provided in detail on the course website 

(Canvas). These assignments will be graded and returned so that students can make changes 

based on instructor feedback to submit for the final course project. Students who resubmit 

assignments without incorporating instructor feedback will receive a 0 for the section.  

FINAL PAPER         25% (125 PTS) 

This assignment will be completed over the course of the semester. The final paper will include 

the revised Module Assignments as well as any additional information that is covered in module 

5. Full project details will be discussed at the beginning of the semester as well as provided on 

the course website (Canvas). 

GRADING SCALE 

The University’s grading system will be used for this course (for information about UF’s grades 

and grading policies, please consult 

https://catalog.ufl.edu/ugrad/current/regulations/info/grades.aspx). In accordance, a student’s 

overall performance in this course will be graded as follows: 

Letter 

Grade 

A A- B+ B B- C+ C C- D+ D D- E 

Point 

Range 

90-

100 

87-

89 

84-

86 

81-

83 

78-

80 

75-

77 

72-

74 

69-

71 

66-

68 

63-

65 

60-

62 

<60 

GPA 

Points 

4.00 3.67 3.33 3.00 2.67 2.33 2.00 1.67 1.33 1.00 0.67 0.00 

COURSE SCHEDULE 

https://catalog.ufl.edu/ugrad/current/regulations/info/grades.aspx


The course schedule is tentative and subject to change. Changes to the schedule will be 

announced in class and on the course website. It is the student’s responsibility to keep track of 

announced schedule changes.  

Module Weeks Topics Assignments 

1  1-2 

Course Introduction + Syllabus Review  
Introduction to the MICE Industry  
Industry Terms ALD #1 

Current Trends Module 1 Quiz 

2  3-5 

What organizations hold meetings? ALD #2 

The Marketing Function ALD #3 

Organizing for Convention Sales Module 2 Quiz 

  Module 2 Assignment 

3  6-8 

Selling the Association Market  
Selling the Corporate Market ALD #4 

Selling Other Markets ALD #5 

Selling to the Meetings Market  Site Visit #1 

Advertising to the Meeting Planner Module 3 Quiz 

Negotiations and Contracts Module 3 Assignment 

4  9-12 

The Service Function  
Preparing for the Event  
Guest Rooms ALD #6 

Function Rooms and Meeting Set-ups ALD #7 

Food and Beverage Service ALD #8 

Exhibits and Trade Shows Site Visit #2 

Audiovisual Requirements Module 4 Quiz 

Admission Systems and Other Services Module 4 Assignment 

5  13-15 

Convention Billing ALD #9 

Post Convention Review ALD #10 

Maintaining the business long-term Module 5 Quiz 

6 16 
 Final Paper 

  

   

 


