RESERVATION II
I. Occasional Reservation Change, or Cancellation:

( Potential guests initially asking for an accommodation might make up their minds later (before arrival) and call back for a reservation modification. In fact, guests might change their arrival date, expected departure date, method of payment or call for any other item change previously confirmed in their confirmation letter or simply call to cancel their previous reservation. In such a case, if possible reservation clerks shall proceed as to satisfy guest needs. Below, are two possible examples of guest modification. The first one concerns modifying a reservation type from non-guaranteed to guaranteed. This might be because the guest's airplane schedule have changed in a way that the guest is no more certain to reach the hotel by the cancellation hour. On the other hand, the second example depicts a situation where the guest calls to cancel a reservation (both guaranteed and non-guaranteed cancellations will be discussed).

1. Modify a reservation type (from non-guaranteed to guaranteed):
a) ( In this very case, the reservation clerk shall:

b) Obtain the guest’s name, and access the correct non-guaranteed reservation
c)  Obtain the guest’s credit card type, number and expiration date, and the cardholder’s name, and verify the validity of the credit card (Here assuming that the guest would like to guarantee via a credit card)

d) Assign the guest a new reservation confirmation number, if it is the hotel’s policy
d) Complete the reservation type change from non-guaranteed to guaranteed reservation status according to additional property’s procedures, if any

2.  Reservation Cancellation:
( Reservation clerks accepting a reservation cancellation shall behave in a polite, courteous and effective manner even though that reservation might make the hotel faced with unsold room(s). The main reason is that guests are doing the hotel a favor, especially under the non-guaranteed type of reservation, to communicate the hotel their cancellation to let you adjust your room availability, and try to find alternative potential guests beforehand.

A) ( When canceling a reservation, the reservation clerk shall issue and communicate a cancellation number to the guest. In accordance to confirmation numbers, cancellation numbers shall be meaningful as to be used for statistical purposes, and as to prove whether a reservation has been properly canceled according to hotel cancellation policies or not.
B) Cancellation of a non-guaranteed reservation:

a) ( In this very case the reservation clerk shall:

b) Obtain guest’s name and address
c) Obtain number of reserved room(s)

d) Obtain scheduled arrival and departure dates
e) Obtain the reservation confirmation number, if applicable
f) Access the right account, and cancel it
g) Assign a cancellation number
h) Suggest an alternative reservation
1. Cancellation of a guaranteed reservation:

( All the above mentioned procedure applies also for the cancellation of a guaranteed reservation. Moreover, the reservation clerk shall pay attention to the following: 
2. In the case of a cancellation of a credit card guaranteed reservation, the cancellation number acts as a proof of whether a certain guarantee shall be refunded to the potential guest or not.

3. In the case of advance deposit guaranteed reservation, again the cancellation number acts as a proof of whether a certain guarantee shall be refunded to the potential guest or not.

4. In the case of any other guaranteed reservation, the reservation clerk shall obtain the representative’s coordinates and mail him/her a letter documenting the cancellation

a) II. Reservation Reports:
b) (In the reservation department, the widely used management reservation reports include:

c) Reservation transaction report
d) Commission agent report
e) Turnaway report (sometimes called the refusal report)
f) revenue forecast report
· III. Expected Arrival, Stayover, and Departure Lists:
1. On a daily basis, the reservation department shall prepare the expected arrival, stayover, and departures lists and communicate them to the front office department.

2. Arrival list: List of the names, and surnames along with respective room number of the guests who are expected to arrive the next day.

3. Stayover list: List of the names, and surnames along with respective room number of the guests who are expected to continue occupy their rooms the next day.

4. Departure list: List of the names, and surnames along with respective room number of the guests who are expected to depart the next day.
IV. Processing Deposits:
( Guests who decide to guarantee their reservation by paying a certain deposit to the hotel shall be informed about the procedure of sending deposits (i.e. how, when to send the deposits?). Moreover, only employees who do not have access to reservation records shall process deposits (ex: General Manager secretary or hotel's general cashier). The reason is if reservation and monetary transaction overlap, than internal control over one of the most important assets of the hotel (i.e. cash) becomes very weak.

a) ( When a hotel assigned agent receives deposit, he/she shall:

b) Endorse deposit checks with the hotel stamp as soon as it is received 
c) Record in the deposits received log the check number, amount, date received, guest name, arrival date, and confirmation number, if known
d) Only the log shall be sent to the reservation department
V. Maintaining Reservation History Statistics:
a) ( The reservation department shall maintain, and update various reservation history statistics to be used in the future whenever needed (ex. to integrate statistics in a model to solve overbooking, to come up with operational ratios, to help for Rooms Division budget preparation…). The following items are some of the data that might be stored in the reservation department system:

b) Number and distribution of guests by market segment, age, income, and nationality…

c) Number of expected occupied rooms
d) Reservation volumes by sources of reservation

e) Reservation volumes by types of reservation

f) Number of turnaway guests with reasons of refusal
VI. Potential Reservation Problems:
( While processing reservations, reservation clerks might be faced with lot of problems. Below is a tentative categorization of 4 main common problems that might be encountered:

1. a) Errors in a reservation record:
2. Record a wrong arrival or departure date
3.  Misspell the guest’s name or reverse it
4. Reserve for the caller instead of the guest

1. b) Misunderstandings due to industry jargon:
2. Confirmed versus guaranteed reservation
3. Double room versus 2 beds
4. Connecting rooms versus adjacent rooms
c) Miscommunications with external reservation systems:
1. Book a guest in the wrong hotel
2. Book a guest in the wrong city [ex: Pasadena, California versus Pasadena, Texas]
1. d) Central reservation system failures:
2. Fail to update central reservation system concerning room availability or to communicate rate changes in real time 
3. Delays in communicating reservation requests
4. Equipment used may become technologically obsolete or inoperable

