SOP Template: Reservation Management and
Booking Confirmation

This SOP details reservation management and booking confirmation processes, including procedures for
handling reservation requests, verifying availability, confirming bookings, updating reservation records, communicating
with clients, managing cancellations and modifications, and ensuring accurate and timely confirmation notifications.
The goal is to streamline reservation operations, enhance customer satisfaction, and maintain organized booking

records.

1. Purpose

To establish standardized procedures for managing reservations and confirming bookings for clients, ensuring
accuracy, efficiency, and customer satisfaction.

2. Scope

This SOP applies to all team members involved in processing, managing, and confirming reservations for clients,
including front desk, reservations team, and client relationship management personnel.

3. Responsibilities

Reservations Team: Receive, review, and process reservation requests.

Front Desk Staff: Verify availability and maintain accurate reservation records.
¢ Management: Monitor system accuracy and approve exceptions or escalations.
e Communication Personnel: Communicate confirmations, modifications, or cancellations with clients.

4. Procedures

1. Receiving and Logging Reservation Requests
o Accept reservation requests via telephone, email, online platforms, or in-person.
o Record details in the reservation management system, including client name, contact info, requested
date/time, special requests, and payment details (if applicable).
2. Verifying Availability
o Check the reservation management system for room/table/resource availability for the requested date and
time.
o [funavailable, propose suitable alternatives to the client.
3. Confirming Booking
o Once availability is confirmed, reserve the requested slot in the system.
o Generate a booking confirmation with all relevant details (reservation number, date, time, location, client
information, special requests).
4. Communicating with Client
o Send confirmation notification via the client's preferred method (email, SMS, phone call).
o Include reservation details, contact information for inquiries/changes, and cancellation/modification
policies.
5. Updating Reservation Records



o Ensure all records are up to date in the reservation management system.
o File or archive outdated reservations as necessary.
6. Managing Cancellations and Modifications
o Verify the requestor's identity and update the reservation in the system accordingly.
o Communicate any changes or cancellations promptly to the client.
o Adjust availability in the system as necessary.
7. Ensuring Accuracy and Timeliness
o Double-check all reservation details before confirmation.
o Send confirmations and updates within 24 hours of the client's request.

5. Documentation and Records

e Maintain accurate records of all reservation requests, confirmations, modifications, and cancellations.
e Regularly back up reservation data in accordance with company policy.

6. Communication

e Provide clients with clear, prompt, and concise communication at every stage of the reservation process.
e Clearly communicate the procedures for cancellations, changes, and inquiries.

7. Review and Improvement

e Regularly review reservation processes for efficiency and accuracy.
e Solicit client feedback and implement improvements as needed.

8. Revision History

Date Version Description Author

2024-06-10 1.0 Initial release SOP Team
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