RESERVATION
The main outcome of reservation process is to have a room ready when the guest arrives. This room shall not be any room but the room that best meets the needs the guest expressed during the reservation process. On the other hand, hotel managers strive to achieve highest occupancy rates as well as highest possible room revenue from the reservation process. In the past, those objectives were looked after jointly by reservation manager, front office manager, rooms division manager and general manager. Nowadays, a revenue manager is responsible to oversee those objectives. In fact, a revenue manager is responsible for:
· Forecasting demand for each market segment the hotel targets to attract (ex. corporate transient, group, leisure, transient…).

· Determining guest room rates that will provide sufficient room revenues and occupancies.

While doing so, the revenue manager must coordinate efforts with the reservation, front office, and sales departments.
The main function of the reservation process is to match room requests with room availability. Below is the detailed process of reservation:
· Conduct the reservation inquiry.
· Determine room and rate availability.
· Create the reservation record.
· Confirm the reservation record.
· Maintain the reservation record.
· Produce reservation reports.
I- Reservation and Sales:

Prior to automation, the main function of the reservation process is to determine basic room availability. That is to say, the reservation clerk can only tell the potential guest that a room is reserved for him/her. However, the reservation clerk cannot tell you the type of the room, rate honored… Nowadays, with the wide use of rooms management module, it is possible to reserve a room by room type, rate, and to accommodate all the possible special requests of the guest. Therefore, the selling function shifted from the front office to the reservation department. Hence, projections of Room Revenues and Profitability Analysis became one of the basic functions of the Reservation Department. In light of this, reservation department and reservation agents should have sales goals to achieve which might focus on number of room nights, average room rate, and/or booked room revenue.

1. The Role of the Sales Department in Reservations:

Since a great deal of the responsibility for achieving occupancy and revenue goals has shifted from the front desk to the reservation department, the sales department has taken a more important role in reservation. In fact, sales department reserves for groups (whether through traditional channels or online channels).
2. The Reservation Sales Planning Process:

The sales department can book business many months or even years in advance. That’s why, it is usually the sales department that initiates the reservation and revenue management processes, simply by focusing on committing rooms well into the future. On the other hand, the reservation manager shall be involved in every decision affecting the hotel’s occupancy and revenue opportunities. In some cases, reservation manager can monitor group and non-group business and inform sales department of room availability. In other cases, the reservation department may be responsible for the hotel’s revenue objectives. Through this involvement, hotel managers can plan and control future business, rather than merely react to marker conditions. Lastly, another area of coordination lies in determining group / transient reservations mix (i.e. How many rooms would be allocated to groups (group allocation) versus rooms to be allocated for transient travelers (transient allocation)). Such an allocation shall be decided in the annual budgeting process. If there is a need to adjust group allocation, sales manager have to get approval of sales director or general manager. Upon approval, reservation manager shall report the potential financial impact on room revenue forecasts.
3. Types of Reservations:
a) Guaranteed Reservation: Assures that the hotel will hold a room for the guest until a specific time following the guest’s scheduled arrival date [i.e. Check-out time / start of the hotel’s day Shift / any time the lodging property chooses]. On return, the guest shall guarantee his/her reservation of room unless reservation is properly canceled (i.e. cancelled according to the hotel’s cancellation policies and procedures). In order to guarantee a reservation, guests might opt for one of the following methods:
· Prepayment guaranteed reservation: Payment in full received prior to the guest’s day of arrival at the hotel. This type of guarantee is usually common at resort hotels.
· Payment card guaranteed reservation: Blocking needed amounts from guest’s payment card. Upon no-show, those blocked payments will be charged to hotel account.
· Advance deposit: In here, guest shall pay hotel a specific amount of money prior to arrival. This very amount shall be large enough to cover at least one night’s room rate and tax. At resort hotels, where it is common for one guest to stay longer, advance deposit for more than one-night stay is requested.
· Voucher or Miscellaneous Charge Order [MCO]: MCO is a voucher issued by the Airline Reporting Corporation (ARC). Many resorts prefer MCOs if they must accept vouchers, since ARC guarantees payment had the travel agency default on payment. In this type of guarantee, guest had already paid the travel agency. The latter forwards a voucher or MCO to the hotel as a proof of payment and a guarantee that the will-be-charged amount will be sent to the hotel when the voucher is returned to the travel agency.
· Travel agent guaranteed reservation: This is ensured via binding contract (Allotment contract) signed between travel agency from one part and hotels from the other. In such contracts, it should be clearly stated that travel agency will accept financial responsibility for any no-shows.
· Corporate guaranteed reservation: This type of guarantee involves a corporation entering into an agreement with a hotel. In such contracts, it should be clearly stated that travel agency will accept financial responsibility for any no-shows.
b) Non-guaranteed Reservation: The hotel agrees to hold a room for the guest until a stated reservation cancellation hour (Usually 6 P.M.) on the day of arrival. In such types of reservation, the hotel is not guaranteed any payment against no-shows. If potential guest fails to arrive, by then cancellation hour, the hotel has the right to cancel the reservation and release the room. Equally important here, reservation agents shall make sure to encourage their guests to guarantee their reservations especially in the high season. Lastly, if potential guests come after cancellation hour, upon availability, they might be accommodated.
II- Reservation Inquiries:

Guests can communicate their reservation inquiries in person, over the telephone, via mail, through facsimile, telex, e-mail… (Referred to as property direct reservation system). Moreover, reservation inquiries can be made through a central reservation system, cluster reservation office, global distribution system, intersell agency or internet distribution system (Referred to as indirect reservation systems).
While getting a reservation inquiry, the reservation agent / online process shall collect the following guest-related information:
· Guest’s name, address, e-mail address and telephone number.
· Company or travel agency name (if applicable).
· Date of arrival and date of departure.
· Type and number of rooms requested.
· Desired room rate.
· Number of people in the group (if applicable).
· Method of payment or guarantee.
· Any special requests.
Most of the above mentioned information is used to create a reservation record.
1. Distribution Channels: Hotels have come to a conviction that the more distribution channels there are, the more opportunities guests will have to inquire about and book rooms.
a) Property Reservations Department: Depending on the volume of direct customer contact, a hotel may have a reservation department to handle reservation inquiries. Such a department handles direct requests for accommodations, monitors any communication links with central reservation systems and intersell agencies, and maintains updated room availability information.
Most hotels have specific sales procedures for reservation agents. They are as follows:

· Greet the caller.

· Identify the caller’s needs.

· Provide an overview of the hotel’s features and benefits, based on the caller’s needs.

· Propose a room recommendation, and adjust it according to the caller’s response.

· Close the sale.

· Gather the reservation information.

· Thank the caller.

b) Central Reservations Systems (CRO): The majority of lodging properties belongs to one or more central reservation systems. A central reservation system is composed of a central reservation office, member hotels connected together via communication devices, and potential guests. It offers its services via a 24-hours toll free telephone number(s) [Green Numbers]. Hotel members of the central reservation system shall provide and exchange accurate room availability data to central reservation offices. To illustrate, central reservation offices and member hotels shall communicate (on real time) any reservation transaction. This is possible, nowadays, with the sophisticated communication equipment available. Such equipment shall be provided by central reservation offices to its member hotels and may vary from a desktop or notebook computer, an internet website, an integrated network to a hand-held communication device. Moreover, there are two basic types of central reservation systems:

Affiliate reservation network: It is referred to as the hotel chain’s reservation system where member hotels are already members of the same chain. The main advantages of affiliate reservation network are:
· Streamline the process of reservation.
· Reduce overall system costs.
· Attract business for or refer business to another chain property.
Non-affiliate reservation network: It is composed of a central reservation office, potential guests, and member independent hotels. It enables independent hotel operators to enjoy many of the same benefits as affiliate reservation networks. Some prestigious non-affiliate reservation networks are The Leading Hotels of the World, Preferred Hotels & Resorts Worldwide, and Distinguished Hotels.
Central reservation systems may also serve for the following purposes:
· As an inter-property communications network.

· As an accounting transfer system.

· As a destination information center.
c) Cluster Reservation Office: Chains having several properties in a geographical area may establish a single reservation or “cluster” office or website. This very office will look similar to an affiliate reservation network, yet serves only one specific destination area. As a consequence, all reservation transactions concerning member hotels in the same area are canalized via the cluster office. Therefore, if a hotel receives a reservation inquiry, it transfers it to the cluster entity. Moreover, central reservation offices are connected to the cluster network as well as to the hotel property. The advantages of cluster reservation offices / websites are as follows:
· Generates operation efficiency as less labor (reservation agents / technology specialists) is needed to serve all properties.

· Creates cross-selling opportunities.

· Enables coordination of room rates and availability among properties, the brand’s central reservation network and the global distribution systems.

d) Global Distribution Systems (GDS): Most central reservation systems are connected to one or more global distribution systems. GDS provide worldwide distribution of hotel reservation information and provide a platform for selling hotel reservations worldwide. Moreover, such systems support the distribution of airline tickets, automobile rentals, and other services required by travelers. Some of the common GDS brands are SABRE, Galileo International, Amadeus and WorldSpan.
e) Intersell Agencies (IA): They are reservation systems alternative to GDS contracting to handle reservation for more than one product line [ex: Handle at the same time reservation services for airline companies, car rental companies, and lodging properties]. This is referred to a “One call does it all” approach.
f) Internet Distribution Systems (IDS): Many hotel companies, airlines, and car rental firms offer online reservation services through internal distribution system. Such system enables travelers from many different market segments to use desktop and mobile devices to reserve hotel rooms, book flights, and select rental cars. Some well-known examples of IDS are Expedia, Hotels.com, Orbitz, Hotwire, Priceline, and Travelocity.
Hotels also have their presence in the internet. In fact, chains, for example, often have a website focusing first on the brand and its features, then on the individual properties within the chain. Moreover, such websites allow visitors to book reservations. The same is applicable also for independent hotels.
2. Distribution Channel Revenues: From one hand, central reservation offices charge affiliate properties either a fixed rate per night per room, regardless of reservation activity, or a transaction fee based on reservation activity, or both. The amount depends of the terms and conditions of the negotiated contract between central reservation office and each member hotel. On the other hand, global distribution systems and internet distribution systems receive revenues from hotels in the form of a commission by levying transaction fees or transmission fees, and/or by selling hotel rooms that have been discounted. To illustrate, let’s consider the following example:
Suppose a chain hotel is selling a guestroom for $ 100. If the sale came to the hotel directly, via its property reservation department, the hotel would receive $ 100. However, if a GDS agents sells the $ 100 room, the hotel receives less money. Why? Because there are multiple fees that reduce the net revenue to the hotel. The seller (a travel agency, for example) may earn a 10 % commission ($ 10 in this case) and the GDS may charge a $ 3 transaction fee. In addition, the reservation transaction may be processed through the chain’s CRS, which might charge $ 5 for its services. In this example, the hotel receive $ 82 for the sale, while paying out $ 18 in commissions and fees.
III- Group Reservations:

Group reservations might involve a variety of contacts: guests, meeting planners, convention and visitors bureaus, tour operators, and travel agents. Moreover, they typically involve intermediary agents and require special handling. Therefore, conducting a reservation request for a group shall be treated differently than accommodating a reservation of individual guests (i.e. Frequent Independent Traveler). The main reason is that individual reservation requests are treated by the reservation department, while group reservations are initiated by the sales & marketing division, and finalized through a careful coordination of the reservation from one hand and the marketing from the other. Here are some other differences between handling individual and group reservations:
	Individual Reservation (FIT)
	Group Reservation

	-Reservation department.
	- Sales department.

	- Usually one person calls to reserve for himself / herself.
	- Usually one person reserves for the whole members of the group (Group representative, group leader, member of the travel agency / tour operator…).

	- One Reservation record for each potential guest.
	- One Reservation rerecord for the whole group.

	- One guest folio for each potential guest opened as part of the pre-registration process.
	- One master folio for the whole group opened as part of the pre-registration process.

	- Higher price assigned for room.
	- Lower price assigned for room.

	- Upon matching room inquiry with room availability, reservation agent reserves a room.
	- Upon signature of allotment contract, first block rooms needed. Later, upon receipt of final list by cut-off date, deblock the block, reserve for those rooms conveyed in the list and release the remaining for sale.

	- Reservations can be either guaranteed or non-guaranteed.
	- Reservations are usually on a Guaranteed basis.


In order to clarify better, below is a detailed procedure of how group reservation, in a typical hotel, is conducted:
· A group representative, a member of the travel agency or the tour operator, not individuals, shall communicate group reservations' request to the hotel's marketing department.
· Upon availability, the hotel's reservation department shall block the requested number of rooms for this very group.
· The Hotel shall give a deadline for the group, in order to receive their final list. That deadline is called cut-off Date.
· After receiving the final list, the reservation department shall change the desired number of rooms' status from blocked to booked (or reserved) rooms, and release the remaining rooms (if any left) as vacant.
· If the hotel did not receive the final list by the cut-off date, then the reservation department has the right to cancel the group reservation and release all the initially booked rooms into vacant rooms. However, management shall use this right with extreme precautions especially when it comes to groups reserving from travel agencies and tour operators of which the hotel is frequently operating.

Illustration - (Allotment Contract signed between Karakartal Hotel and BJK Travel)
Clause 1: Hotel Karakartal agrees to allot BJK Travel:

10 Single, 25 Double & 5 Triple rooms

For the period running from 11/02/19 (Monday) till 15/05/19 for arrivals on each:


Thursday (for 3 nights)


Friday (for 3 nights)

→ Different rates by room type, view, location, supplements...

Other clauses:

The Final List for each expected group shall be sent by fax to Karakartal Hotel latest one week before the expected arrival of that very group (until start of check-out time). Failing to do so or sending the Final List later would give the right to the hotel to cancel all the group without previous notice.

Once the Final List is received, Karakartal Hotel will reserve for the number of rooms needed on a guaranteed basis. If any room turns out to be on a no-show basis, on the actual day of arrival, BJK Travel is responsible for the eventual payment for the whole rooms sent in the Final List → Guarantee.

What to do in such a case?
Once allotment contract is signed, Karakartal Sales / Marketing Department (Division) should:

· Dispatch allotment periods into as many Thursdays & Fridays as the period contains.
· For each Thursday or Friday expected arrivals, block the initial allotment for BJK Travel (for 3 nights).
· Upon receipt of final list (by the cut-off date), de-block the block and reserve the number of rooms displayed in the final list on a guaranteed basis (for 3 nights). All left over rooms (from the deblocking process) shall be released for sale (i.e. Status become available for sale rooms)

Specific Example (Thursday 14/02/2019 – Expected Arrival):

· Cut-off date → According to allotment contract shall be one week before expected arrival of group → In this case: Thursday 07/02/19 (until beginning of check-out time).
· Suppose on Thursday 07/02/19, BJK travel sent Karakartal Hotel a final list encompassing the need for 8 Single, 22 Double & 2 Triple rooms. This means:
· Wash Out Rooms (Left-over rooms) = Initial Allotment – Number of rooms needed (according to final list) = (10 + 25 + 5) – (8 + 22 + 2) = 40 – 32 = 8 rooms.
· Wash Out Factor = (Wash Out Rooms / Initial Allotment) * 100 = (8 / 40) * 100 = 20.00 %.
1. Group Reservation Issues: There are a number of potential problems that might occur because of group reservations. These are summarized as follows:
a) Creating a group block: This implies signing an “allotment” contract which means spending tedious time to determine number of rooms allotted, group(s) arrival / departure dates, applicable rates, method of reservation, cut-off dates, group and individual billing procedures, and specific issues such as early arrival and late departure dates. Once contract is signed, all those pieces of information have to be processed to the front office system so that reservations can be automatically tracked.
Moreover, reservation manager shall control number of rooms requested by groups against what is available in the hotel before confirmation of the room blocking. If groups will take away rooms from transient business, reservation manager have to inform the sales or general manager of the possible effect of non-group displacement. In addition, reservation manager shall carefully consult group’s history for possible wash out rooms. Upon group arrival, the reservation manager shall monitor the room availability in the block by notifying the sales department if actual number of rooms needed significantly deviates from initial blocked amount. This way, sales department would consult the group and make adjustments.
Lastly, reservation department shall also pay attention to tentative groups versus definite groups.

b) Conventions and conferences: Here good communication and a spirit of cooperation shall exist between sales staff and group’s meeting planner.
c) Conventions and visitors bureaus: In the case of city-wide conventions (i.e. when large conventions need rooms from many hotels in the city), room requirements at several hotels shall be coordinated by a separate housing or convention bureau. The latter is responsible for accommodating all attendees by coordinating hotel availabilities with reservation requests.
d) Tour groups: Suggestions when dealing with tour operators are as follows:
· Specify the number and types of rooms to be held in a group block, including rooms for drivers and guides.
· Clearly state a cut-off date, after which unused rooms in the block will be released for other hotel use.
· Specify a date by which the organizer will provide a final rooming list (if this date is different from the cut-off date).

· Monitor the amount of advance deposit required and their due date.

· Note on the reservation record any services / amenities the property will provide as part of the group package.

· Include on the reservation record the name and telephone number of the tour group’s representative or agent.

· Note any special arrangements such as early arrival, baggage handling, registration, and check-out procedures.

e) Attendee management and housing systems software: Geared towards automating the group reservations and registration process. While attendee management applications focus only on meeting registration activities, housing system applications are designed to handle guestroom reservations as well as meeting registration activities.
IV- Reservation Availability:
After receiving a reservation inquiry, the hotel or its website might accept it, as it is, if there is room availability. If not, the reservation department should suggest alternative room types, dates, and/or rates, to the potential guest. If, however, the potential guest insists on his/her previous request, the hotel should suggest an alternative hotel. That's one of the main reasons why we need to maintain good relation-ships with nearby competing hotels

Reservation systems shall always compare historical reservation volumes against actual arrivals. The main reason is to cope with overbooking, a situation occurring when the total number of rooms reserved for a certain period of time exceeds the total number of rooms available for sale, for the same period of time. In order to cope with the overbooking problem, some statistical and historical data should be stored and processed by the hotel and should be continuously updated. Such data includes:
· Number of rooms reserved for a specific date.
· Number of rooms occupied by stayovers (for a certain specific date).
· Forecasted no-shows percentage.
· Forecasted understays percentage.
· Forecasted overstays percentage.
· Forecasted cancellation percentage.
· Number of out of order rooms for a specific date.
Let's consider the following problem:

Fatma Hotel consists of 100 Rooms. Mr. John Green has been newly hired for the position of a reservation assistant manager. One of the responsibilities of John is to calculate how many rooms above 98 (i.e. the maximum number of rooms available for sale in the hotel) does management need to overbook for the night of April 11th, 2019. Mr. Green was given the following data, at hand, both updated and concerning the night of April 11th, 2019:

· Number of rooms reserved:


50 Rooms
· Number of rooms occupied by stayovers:
45 Rooms
· Forecasted no-shows percentage:

10%
· Forecasted understays percentage:

05%
· Forecasted overstays percentage:

10%
· Forecasted cancellation percentage:

07%
· Number of expected out of order rooms:
02 Rooms

Potential Solution:

· Total number of rooms expected to be occupied for the night of April 11th, 2019 = 50 reserved rooms + 45 stayover rooms = 95 Rooms
· Adjustment due to no-shows % = -10% * 50 = - 5 Rooms
· Adjustment due to understays % = -5% * 45 = - 2.25 Rooms
· Adjustment due to overstays % = 10% * 45 = + 4.5 Rooms
· Adjustment due to cancellation % = -7% * 50 = - 3.5 Rooms
· Total adjustment = - 5 - 2.25 + 4.5 - 3.5 = -6.25 Rooms
· Total number of rooms expected to be occupied for the night of April 11th, 2019 (i.e. after adjustment) = 95 - 6.25 = 88.75 Rooms
· Total number of rooms available for sale for the night of April 11th,2019 = 100 - 2 = 98 Rooms
· Additional number of rooms to be reserved for the night of April, 11th, 2019 = 98 - 88.75 = 9.25 Rooms
· Total number of rooms expected to be reserved and occupied  for the night of April 11th, 2019 = 95 + 9.25 = 104.25 Rooms
· Expected occupancy rate with adjustments = 104.25 / 98 * 100 = 106.38%
· Overbooking factor = 106.38% - 100% = 6.38%
Now, reservation management shall adjust this number to a whole number by considering the following 2 factors:
· Seasonality

· Perception towards risk

Drawbacks of this solution:

· Even though historical forecasts are vital to solve this overbooking problem, they are only "forecasts" and cannot "exactly" reflect the current situation.
· “Number of expected out of order rooms” data is obtained from the housekeeping department. However, nobody can be 100 % sure whether eventually (i.e. on the actual day of arrival) exactly 2 Rooms (i.e. no more no less) will be out of order.
· This very method is a simple method for solving the overbooking problem. In fact, this method only gets use of certain forecasts (i.e. no all of them), and ignores the possible interaction these forecasts might have on each other.
1. Reservation Systems: Automated reservation management modules can keep close track of reservation activities. In fact, they can tightly control room availability data and automatically generate many reservation-related reports (ex. daily expected arrival, stayover and departure reports as well as generate detailed reservation reports by room type, guest profile, and many other characteristics). Therefore, such systems engender improved accuracy in room availability (taking into account reservation modifications, cancellations from one part and no-shows, early departure, as well as walk-ins from the other part) and rate information. Has all rooms in one specific room category been sold, the system may be programmed to automatically suggest alternative room types, rates or even nearby hotels. Moreover, some systems might display open (i.e. dates with future room availabilities), closed (i.e. future dates on which all rooms were already sold) and special event (i.e. dates where convention or large group are expected to arrive) dates for the future.
V- Reservation Records:

Reservation records serve as to identify guests and their occupancy needs before guests’ arrival. Moreover, those records help the hotel to customize and personalize guest services as well as to better schedule needed staff accordingly. A typical reservation record include the following personal and financial data of potential guest:

· Guest name (and group name, if applicable).

· Guest’s home or billing address.

· Guest’s e-mail address.

· Guest’s telephone number, including area code.

· Name, address, and telephone number of guest’s company, if appropriate.

· Name of and pertinent information about the person making the reservation, if not the guest.

·  Number of people in the party, and perhaps ages of any children.

· Arrival date and time.

· Number of nights required or expected departure date, depending on how the system is programmed.

· Reservation type [guaranteed versus non-guaranteed].

· Special requirements [ex. infant, disabled guest, or no-smoking accommodation].

· Additional information, if needed [ex. late arrival, method of transportation, flight number, room preferences…]

If potential guest plans to arrive after established cancellation hour, he/she shall be informed about property’s policies concerning non-guaranteed reservations. In the case of guaranteed reservation, the following additional information is required (depending on the method of guarantee):

· Prepayment card information.

· Prepayment or deposit information.

· Corporate or travel agency account information.

At the reservation process, reservation agents shall keep in mind that a rate quoted and confirmed must be honored. Moreover, reservation systems must be able to modify rates base on such factors as:
· Supplementary charges for extra services or amenities.
· Arrival or minimum stay requirements in effect for dates requested (if any).
· Special promotions in effect for dates requested (if any).
· Applicable currency exchange rates, if quoting rates to an international tourist.
· Applicable room tax percentages.
· Applicable service charges or gratuities.
VI- Reservation Confirmation / Cancellation:

A reservation confirmation implies that the hotel acknowledged and verified a guest’s room request and personal information. A written confirmation (confirmation e-mail / letter of confirmation) states the intent of both parties and confirms the important points of the reservation agreement. Such confirmations are generated right after matching reservation request room with availability. Letters of confirmation / confirmation e-mails might be shown at the registration process in order to accelerate the pace of registration and prove that the guest has the right to have a room at the hotel.

The Hotel shall send a confirmation letter to all reserved potential guests, regardless of their reservation types. The main points that should be communicated in a confirmation letter / e-mail of confirmation are as follows:

· Name and address of the guest.
· Date and time of arrival.
· Room type and rate.
· Length of stay.
· Number of persons in a group, if any.
· Reservation type [guaranteed or not].
· Reservation confirmation number.
· Special requests, if any.
1. Confirmation / Cancellation Numbers:

Hotels shall communicate meaningful confirmation / cancellation numbers to their potential guests who reserve / properly cancel. Issuing reservation cancellation number protects both the guest and the hotel in the event of any future misunderstanding. Moreover, cancellation numbers are not normally generated for potential guests cancelling their reservations after the hotel’s stated cancellation hour.

Each reservation system typically uses unique methods of generating confirmation / cancellation numbers. These numbers, even though might mean nothing to potential guests, do have meaning to the hotel. To illustrate, let’s consider this example:
Upon reservation cancellation, hotel’s reservation system generated the following cancellation number:

36014JC563
Under this very system, this cancellation number is composed of different components, each one of them convey a meaning to the hotel such as:
· 360: Guest’s scheduled arrival date on Julian dates calendar.

· 14: Property code number.

· JC: Initials of the reservation agent issuing the cancellation number.

· 563: Consecutive numbering of all cancellation numbers issued in the current year.

2. Modifying Non-Guaranteed Reservations:
Sometimes potential guests’ plans might change so that they call hotel to modify their type of reservation from non-guaranteed to guaranteed. In such a case, reservation system would:
· Access the correct non-guaranteed reservation record.

· Capture the guest’s payment card type, number, and expiration date.

· Assign the guest a new reservation confirmation number, if it is hotel policy.

· Complete the change from non-guaranteed to guaranteed reservation status according to additional system procedures, if any.

3. Cancelling a Reservation:

It is important to note here that a potential guest cancelling a reservation does the hotel favor. In fact, such a cancellation request informs the hotel that a previously reserved room is once again available. This helps front office for an effective management of its room inventory.
a) Non-guaranteed reservation: Cancelling a non-guaranteed reservation may require all personal and financial date previously conveyed by potential guest to access the correct reservation and cancel it. After cancelling a reservation, cancellation number shall be generated and communicated.

b) Payment card guaranteed reservation: Most payment card companies will support no-show billings only if the reservation system issues cancellation numbers for properly cancelled reservations. For that, reservation systems shall:
· Access the correct reservation record.

· Assign a reservation cancellation number.

· Add the cancellation number to the reservation cancellation file.

· Verify updated room availability information (i.e. room returned to available inventory).

c) Advance deposit reservations: Even though policies might differ here depending on hotel management policies, deposits are normally returned back to guests who properly cancel reservations.
VII- Reservation Reports:

Popular reservation management reports are as follows:
· Reservation transaction report: It is a report that summarizes daily reservation activities in terms of reservation record creation, modification, and cancellation.

· Commission agent report: It is a report tracking the amounts of commissions hotels owe to each contractual agent.

· Regrets and denials report: While regrets report is a list of guests who chose not to make a reservation (for several reasons), denials report is a list of guests who were unable to be honored a reservation request. Some hotels refer to this report as “turnaway report” or simply “lost business report”.
· Revenue forecast report: Such a report projects future revenue (potential revenue) through multiplying predicted occupancies by applicable room rates.
1. Expected Arrival, Stayover, and Departure Lists:

On a daily basis, the reservation department shall prepare the expected arrival, stayover, and departures lists. These reports are vital not only to the front office and housekeeping departments but to all departments in the hotel.
a) Arrival list: List of the names, and surnames along with respective room number of the guests who are expected to arrive the next day.
b) 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.
c) Departure list: List of the names, and surnames along with respective room number of the guests who are expected to depart the next day.
2. Processing Deposits: In order to provide a high level of security in the hotel, reservation staff shall not process potential guests’ deposits. Rather, hotel’s general cashier may be a good candidate for such a responsibility. Once receiving deposit, the responsible person shall endorse it and record it immediately in a deposits-received system file. While recording, the following items shall be clearly entered:
· Form of payment.
· Payment number identification.

· Amount of payment.

· Date received.

· Guest name.

· Arrival date.

· Reservation confirmation number.

3. Reservation Histories: Reservation histories include statistics on all aspects of the reservation process (number of guests, occupied rooms, reservations (by distribution channel), no-shows, walk-ins, overstays, and understays). Such histories can be used by sales and marketing division to identify trends, review products and services, as well as assess the impact of marketing strategies. Moreover, overstay and understay percentages help management devise a plan for accommodating walk-ins or guests who request reservations at the last minute and predicting number of rooms to be overbooked.

VIII- Other Reservation Considerations:

1. Legal Implications: Confirming a reservation to a potential guest is a binding contract between the hotel and the potential guest.

2. Waiting Lists: If guest’s reservation request is denied due to non-availability well before the needed date, hotels might include still-interested guests in a waiting list.

3. Promotional Packages: Many hotels offer (usually at a discount) special promotional packages along with accommodation (ex. guest room + meals, golf, tennis, sports lessons, limousine service…). Such packages are considered as a source of bargain and convenience (competitive advantage) for guests. That’s why, reservation staff and website content must be very informative about all the packages a property offers.
4. Potential Reservation Problems: Reservation staff shall be aware of possible reservation problems that might occur and how to avoid them. The following is a short list of common reservation problems:
· Errors in reservation record: Examples include erroneous entering of arrival date, departure date, misspelling of guest name and / or reversing first and last names. To avoid those problems, the reservation agent / system shall verify information entered by displaying and reciting it with the potential guest. Confirmation letters / e-mails of confirmations help solve those problems before the eventual arrival of the guest.
· Misunderstandings due to industry jargon: Examples include confusing guaranteeing and confirming, or book a double room thinking it means automatically a room with two twin beds. Here, reservation system / staff shall be aware of those possible problems and try to clarify terminologies, even though not asked to do so.
· Miscommunication with central reservation systems: Examples include reserving the guest in the wrong hotel, or city (recall some cities may have same names). To avoid this problem, reservation agent / system shall furnish the guest with the full name and address of the property.
· Online reservation system failures: Problems occur here when there is an erroneous / late exchange of room availability. To avoid this, hotels shall ensure accurate and timely communication between the hotel and online reservation systems.
5. E-Commerce: E-commerce extends the reach of hotels far beyond the traditional distribution channels (i.e. hotel reservation office, call center and global distribution system). Linking with guests through the Internet is the easiest part of e-commerce. The most challenging part is to identify which sites provide the best distribution opportunities.
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