SOP Template: Reservation and Booking
Coordination Protocols

This SOP defines reservation and booking coordination protocols, encompassing procedures for managing
booking requests, confirming reservations, updating availability, handling cancellations and modifications,
communicating with clients, and maintaining accurate records. The purpose is to ensure efficient, accurate, and
customer-focused coordination of reservations to optimize service delivery and resource utilization.

1. Purpose

To establish standardized procedures for processing, confirming, monitoring, and managing reservations and
bookings to ensure accuracy, operational efficiency, and high customer satisfaction.

2. Scope

This protocol applies to all staff involved in the reservation and booking process, including initial inquiry, confirmation,
modification, cancellation, client communication, and system record maintenance.

3. Definitions

Term Definition
Reservation/Booking An official request to secure a service, space, or resource for a specified period.
Client An individual or organization requesting the reservation.

Booking System The software or method used to track and manage reservations and availability.

4. Roles & Responsibilities

Role Responsibilities
Reservation Receives, processes, confirms, modifies, and cancels bookings; communicates with clients;
Coordinator maintains records.

Manager/Supervisor = Oversees protocol application, handles complex cases, ensures compliance and accuracy.

Frontline Staff Inputs booking requests, provides updates, assists clients as required.

5. Protocol Steps

1. Receive booking request: Document client inquiry (call, email, online form, etc.) with all required details (date,
time, type of service, special requirements).

2. Verify availability: Check the booking system for resource/service availability corresponding to client request.
3. Respond to request: Confirm receipt of the request within 24 hours, and provide tentative or final status.

4. Confirm reservation: Upon client approval and payment (if applicable), record the confirmed reservation in the
booking system and send confirmation (email or preferred method) to the client, including details and terms.

5. Update availability records: Immediately adjust availability in the booking system to reflect new booking.

6. Manage modifications and cancellations:



o Process client-requested changes promptly; update records and availability.
o Send updated confirmation to the client.
o For cancellations, process as per agreed policies, document reason, and communicate outcome to client.

7. Client communication: Provide timely, clear responses regarding their reservation status, modifications,
cancellations, policies, and other inquiries.

8. Recordkeeping: Maintain accurate, up-to-date records of all booking activities for audit, reporting, and
performance improvement.

6. Communication Protocol
e All client communications must be courteous, professional, and timely.

e Use templates for confirmations, modifications, and cancellation notices where appropriate.
e | og significant client interactions in the client file or CRM system.

7. Monitoring and Review
e Regularly review reservation and booking logs for accuracy and adherence to protocol.

e |dentify trends or recurring issues and implement process improvements as needed.
e Conduct periodic staff training on booking systems and client communication.

8. Related Documents

e Booking System User Guide
e Cancellation and Modification Policy
e Customer Service Standards

9. Revision History

Date Description of Change Author

2024-06-18 Initial version Admin
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