
SOP Template: Reservation and Booking Management
Process
This SOP details the reservation and booking management process, covering procedures for handling customer
inquiries, processing bookings, confirming reservations, managing cancellations and modifications, coordinating
availability across platforms, and maintaining accurate records. The objective is to ensure efficient, accurate, and
customer-friendly booking operations to enhance customer satisfaction and optimize resource utilization.

1. Purpose
To outline standardized procedures for managing reservations and bookings, ensuring accuracy, consistency, and
excellent customer service.

2. Scope
This procedure applies to all team members involved in handling reservations and booking-related tasks across all
channels (e.g., phone, email, online platforms).

3. Responsibilities
Front Desk / Reservation Agents: Respond to inquiries, process bookings, updates, and cancellations;
confirm reservations; maintain records.
Manager / Supervisor: Oversee the process, coordinate staff, resolve escalated issues, audit records.
IT / System Admin: Ensure reservation systems function reliably and remain updated.

4. Procedures
4.1. Handling Customer Inquiries

1. Greet the customer courteously (in-person, phone, online).
2. Obtain required information: customer name, contact details, dates, special requests.
3. Provide all relevant information (rates, policies, availability).
4. Answer questions and clarify booking terms as needed.

4.2. Processing Bookings

1. Check availability in the reservation system.
2. Verify customer details and requested booking dates.
3. Enter booking data accurately into the system.
4. Request necessary payment or deposit as per policy.
5. Update availability across all platforms.

4.3. Confirming Reservations

1. Send confirmation (e.g., via email, SMS, or phone) with reservation details, reference number, and terms.
2. Attach any relevant instructions or policy documents.
3. Record confirmation in system and file any supporting documents.

4.4. Managing Cancellations and Modifications

1. Verify customer identity and booking reference.
2. Review cancellation/modification policy with the customer.
3. Process changes or cancellations in the system.
4. Update availability and notify accounting for any refunds if needed.
5. Send updated confirmation to the customer.

4.5. Coordinating Availability Across Platforms

1. Ensure real-time synchronization of availability between all sales channels (website, OTAs, direct bookings).
2. Periodically double-check system accuracy, especially during high demand periods.
3. Manually adjust availability if system errors or discrepancies are found.

4.6. Maintaining Accurate Records



1. Record all booking, modification, and cancellation activities promptly.
2. Regularly audit records for accuracy and completeness.
3. Archive records securely as per data retention policies.

5. Documentation
Reservation requests and confirmations
Customer correspondence
Payment receipts and refund records
Modification and cancellation logs

6. Key Performance Indicators (KPIs)
Booking accuracy rate
Customer response time
Customer satisfaction ratings
Rate of overbookings or booking conflicts

7. Review and Approval

Version Date Prepared By Approved By Review Date

1.0 2024-06-20 [Your Name/Position] [Manager/Supervisor] 2025-06-20

Note: This SOP should be reviewed and updated annually, or as required by changes in operations or technology.
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