
SOP Template: Guest Order Receipt and Confirmation
Procedures
This SOP details the guest order receipt and confirmation procedures, covering the steps for accurately recording
guest orders, verifying order details, confirming availability, communicating confirmations to guests, managing order
modifications or cancellations, and ensuring timely follow-up. The aim is to enhance customer satisfaction by establishing
clear, consistent processes for handling guest orders efficiently and accurately.

1. Purpose
To establish clear and consistent procedures for handling guest orders from receipt to confirmation, ensuring accuracy,
efficiency, and guest satisfaction.

2. Scope
This SOP applies to all front-line staff, order takers, and managers involved in guest order processing.

3. Procedures
1. Order Receipt

Politely greet the guest and actively listen to their order.
Record all items, special requests, and guest details (name, contact information, room number, etc.) using
the designated order-taking system or form.

2. Order Verification
Repeat the order back to the guest for confirmation.
Clarify any unclear or missing information.

3. Availability Check
Verify the availability of ordered items with the inventory or relevant departments (e.g., kitchen, bar).
If any item is unavailable, promptly inform the guest and suggest alternatives.

4. Order Confirmation
Confirm the final order details and total cost with the guest.
Communicate the estimated delivery or service time.
Provide an order confirmation number or reference if applicable.

5. Order Entry & Processing
Enter the order into the POS or order management system without delay.
Double-check all details for accuracy.

6. Modifications & Cancellations
If a guest requests changes, promptly update the order and reconfirm all details.
Process cancellations as per company policy and notify all relevant departments.

7. Follow-Up
Monitor order status and ensure timely preparation and delivery/service.
Update guests on delays or issues as soon as possible.

8. Documentation
File all order receipts and communications for future reference and quality control.

4. Roles and Responsibilities

Role Responsibility

Order Taker/Front-
Line Staff

Receive, record, confirm, and process guest orders;
communicate with guests and relevant departments.

Supervisor/Manager
Oversee compliance with procedures, resolve
escalations, review records, and support staff as
needed.

Back-End
Departments (e.g.,
Kitchen, Bar)

Confirm availability, prepare orders, communicate
delays or shortages.



5. Documentation & Records
Order Receipt Forms
Order Modification/Cancellation Logs
Guest Communication Records
Confirmation Numbers/References

6. Review & Improvement
This SOP should be reviewed annually or as needed to incorporate feedback, address recurring issues, and implement
improvements.

7. References
Company Order Management Policy
Customer Service Guidelines
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