
SOP Template: Receiving and Confirming Reservation
Requests
This SOP describes the process for receiving and confirming reservation requests, including how to accurately
record customer information, verify availability, provide timely responses, manage reservation details, and ensure clear
communication with clients. The objective is to streamline the reservation process, enhance customer satisfaction, and
minimize booking errors or conflicts.

1. Purpose

To provide standardized guidelines for receiving and confirming reservation requests, ensuring efficient operations and a
high level of customer service.

2. Scope

This SOP applies to all team members responsible for handling reservation requests (via phone, email, online, or in-
person) at [Company/Location Name].

3. Responsibilities

Front Desk/Reservations Staff: Receive requests, record information, verify availability, confirm reservations,
and communicate with clients.
Supervisors/Managers: Oversee reservation process and resolve issues or conflicts as needed.

4. Procedure

1. Receive Reservation Request
Accept reservation requests via designated channels (phone, email, online system, in-person).
Greet the customer professionally and courteously.

2. Collect Customer Information
Full name
Contact number and/or email address
Date and time of reservation
Number of guests or participants
Special requests or requirements

3. Verify Availability
Check scheduling system or calendar for available slots/resources.
If unavailable, propose alternative dates/times.

4. Record Reservation Details
Document all reservation details in the established system or logbook.
Ensure all required fields are completed accurately.

5. Confirm Reservation
Provide customer with reservation confirmation (verbal, written, or automated notification).
Review details with the customer to confirm accuracy.
Communicate any important information or policies.

6. Follow-up (if required)
Send reminder or follow-up message prior to the reservation date as applicable.
Update reservation in system if changes/cancellations are requested.

7. Close the Reservation Case
Ensure all documentation is complete.



Escalate any unresolved conflicts or questions to supervisor/manager.

5. Communication Guidelines

Use polite and professional language at all times.
Promptly respond to inquiries or requests (ideally within [set timeframe, e.g., 1 hour or 24 hours]).
Confirm customer understanding of reservation details and policies.

6. Documentation and Recordkeeping

All reservation records must be stored securely and be accessible to authorized personnel only.
Keep logs up-to-date with latest reservation status, including any changes or cancellations.

7. References

Reservation system manual
Company privacy and data protection policy
Customer service standards and guidelines

8. Revision History

Version Date Changes Approved By

1.0 [YYYY-MM-DD] Initial document [Name/Title]
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