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Policy: Every guest who wants to make an amendment to a booking should be handled with professional
service and given clear information.

BUR: DLV EEX RS T 75 R BUE R N, SR ALHER 115 2.

Goals: To provide professional and consistent service and maximize the revenue.

HAn: $egt MM, FREmpkss, e,
Steps U Bk:

Taking a booking amendment should ensure as below:

F T R EER U T REF#HAT:

Greeting the guest with standard hotel reservation spiel:
B (0 505 B {2 N -
Good morning/afternoon/evening, Reservation ***speaking, how may I help you?

H B/ F AR B, TUE AR

Identify the caller’s name

LR IN

May [ have your name please? / May [ know who [ am speaking to?

IR SRR 4 1 ?

Identify purpose of call

B R L H B

Your call refers to a booking amendment; may I have your reservation number please?
TEEETUE, T IR BRI TIUE BN 51 ?

Was the booking made under your name or your guests?

T G R 48 Id Je 188 N R 46 - T0UE W 2

May I have the name of the guest please (if not for self)

ATRAE R R AN (RN 2 N E 2D

Obtain arrival and departure dates to acknowledge original booking

KR B DAMER 2R 6 TE

May I have the original arrival and departure dates, please?

A DA YRR IIUE ) 25 AN RS H A 2

Identify the purpose of the call
AR e B Y

What amendment would you like to make to the booking?
R BB B TUE ?

Dates
H

May I have the NEW arrival and departure dates please? May I ask which date you plan to arrive at hotel?
Can I have your NEW arrival date please?

TR VR A 7 L R N S 5 e e oK 2

Number of People

1
The largest FREE resource tool for Young hoteliers and seasoned professionals

©2015 INNARCHIVE.COM



CODE: 03.01.54

RESOURCE LIBRARY - RESERVATIONS

Reservation Amendment EDITION: 1

PAGE 20F2

AN

May [ ask how many people will be staying in the room / will you be traveling with children?

HR2HJLANE? B IR ?

Reformulate the new booking - with new booking criteria
DIFTHfE B EHTE
May I repeat your amended reservation? ...

HER — MEFLRHHUELS? ......

Any other related inclusion must be followed up and amended

B R AR E

May I take this opportunity to amend airport transfer for you?

TG TRIAE A 1 5 ST R 3R L 1 2

May I reconfirm the dinner you have booked earlier to be rescheduled?

DUAERAN O — NS AT BT A g ?

Confirmation with the reservation number

HATUERH NS

Your confirmation number is still ****, should you like to make any modification to your booking, please
refer to this number.

ERIBAT BN SAEIREXXX, I RARE H G TUE, 1§ IRIXAN 5.

Thank the customer for calling the hotel

B NSRS

[s there anything I can do for you?

A A4 AT L () 2

Thank you *** for calling XYZ Hotels & Resorts. Goodbye.
I

For any amendments, a review of the price and sales & conditions is mandatory.

AT S SUTRIT L RS 5 T E AR S B4 B 2 A

If the sales conditions do not allow for any changes, it is to the discretion of Hotel to make exceptions, e.g.:

A ERAZ B 2 AE IR AN BEA AR AT SE 5, H 3P R G ] b B -

“Dear *** the specific conditions on your original booking mention that no changes can be applied due to the
very low rate and date applicable to it. May I suggest you make your new booking under different conditions
to ensure amendment can be made, let me find the best alternative... “ then refer to new booking process
using known information.

“BLA XXX, TSR by I BATSE AL A2 — DA A RO, 1T LA RS TIET D5 [ AT TR A2
AEAAR TR, PR B — A R B 25 A BT DU S BOE RO TIUE » ... 98 e T 245 B0 HUE .
“Dear ***, the specific conditions on your original booking mention that no changes can be made, however
we will be pleased to review your request before making a decision.”

B e, INTUEANRERUE , BA TR R E AR AT e A R L R

Ensure the mode of payment is reconfirmed and should it be through a company, new confirmation is
requested, with the amendment notified.

BRBEMIETR, MRARAFAHE, TEMHNEBIEN.
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