Standard Operating Procedure (SOP): Reservation
Management & Booking Protocols

This SOP details reservation management and booking protocols, covering procedures for handling customer
inquiries, booking confirmations, payment processing, cancellations and modifications, record keeping, and customer
communication. The goal is to ensure efficient and accurate reservation handling to enhance customer satisfaction and
optimize resource utilization.

1. Handling Customer Inquiries

1. Acknowledge all inquiries promptly
o Respond within one business hour for digital/online inquiries.
o Answer phone calls within three rings, if possible.
2. Gather necessary information
o Full name and contact details
o Reservation details (date, time, special requirements)
o Number of guests or units required
3. Provide relevant information
o Availability
o Rates, terms, and conditions
o Cancellation/modification policy overview

2. Booking Confirmation Procedures

1. Verify all requested reservation details with the customer.
2. Record customer information securely in the reservation system.
3. Issue booking confirmation:
o Send email/SMS or provide printed confirmation.
o Include reservation reference number, booking details, and contact for assistance.
4. Request customer acknowledgment of the reservation and policies.

3. Payment Processing

1. Communicate accepted payment methods (e.g., credit card, bank transfer, cash).
2. Process payments securely, following company's payment gateway or POS protocols.
3. Issue payment receipt and update reservation status to ‘Confirmed’ upon payment clearance.

4. Cancellations and Modifications

1. Acknowledge customer requests for cancellation or modification promptly.

2. Verify identity and booking reference before making changes.

3. Follow company policy regarding fees and refunds. Communicate all applicable charges to the customer.
4. Update reservation system immediately and provide written confirmation of the changes to the customer.

5. Record Keeping

1. Maintain accurate, up-to-date digital records of all reservations and transactions.
2. Ensure record security and compliance with data privacy regulations.
3. Archive or delete outdated information according to company retention policies.



6. Customer Communication
1. Send timely updates and reminders (e.g., confirmation, changes, pre-arrival reminders).

2. Be proactive in addressing potential issues or changes to reservation status.
3. Thank the customer after their reservation period and request feedback to improve service quality.

7. Review and Updates

1. Regularly review the reservation process and protocols for efficiency and compliance.
2. Update SOP as needed based on feedback, business goals, or regulatory requirements.
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