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Policy: Every guest must be handled with professional service and given clear information.
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Goals: To provide professional and consistent service.
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The following conditions relate to Reservation status and steps involved in the booking process:
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New Reservation
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A new booking is a booking that has no reservation history therefore requiring all necessary details to be
collected.
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Guaranteed Reservation
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Where our customer provides a booking guarantee, the hotel’s cancellation policy is politely explained to
ensure the guest avoids any unnecessary penalty charges. In Pullman Lijiang, the notification period is 24
hours prior to arrival.
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Reservation can be guaranteed by:
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Credit Card
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Deposit
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Company approved by Hotel
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Travel agency guaranteed
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Non Guaranteed Reservation
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Non guaranteed bookings are held until 6pm one day beforearrival. And thereafter, subject to the hotel’s
occupancy level, the room may be released for re-sale. The Hotel policy for non-guaranteed bookings is to be
advised at the time of booking.

TAHGRIFUE R = R B NBUERT— RN F65l, ZJa, LAEERINERONIE, Glaln] el o ud .
TEAHPRTIUE BRI AL FUE I R A

Amendments
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An amendment means that the booking has already been made though changes need to be applied as
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required by the guest due to variety of reasons, i.e. arrival date, departure date, number of rooms, name
change, flight details, room type, etc.
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Before proceeding with an amendment, ensure it is relevant to the sales conditions related to the booking (it
is to the discretion of the hotel to review the sales conditions, if needed, to ensure the guest if fully aware of
their obligations).
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Cancellations
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A cancellation means that the booking has already been made but has to be cancelled as per the guest’s
request.
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Ensure the sales conditions are respected, e.g. no changes, no refund.
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Waitlist
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When a guest calls the reservation department to make a booking and should the hotel be fully booked for
that date or room type, the booking can be put on waitlist. Once room is available and/or room type
requested becomes available, inform the guest to confirm the possibility of booking.
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Denials
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During the booking process, should the guest decide not to make a booking, it is known as a

denied reservation and a record is created to indicate why the guest did not complete the reservation.
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No Shows
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A no show means that a booking was made but the guest never showed up on the expected arrival date
without informing the hotel beforehand.
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