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

BUR: DLV RIS EEX S A 75 EROH BUE RN, SRALHER 115 2.

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

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

Taking a booking Cancellation should ensure as below:

BOH T N R ELR LA

Greeting the guest with standard hotel reservation spiel:
T BT RE P I R 2 N

Good morning/afternoon/evening, Reservation ***speaking, how may I help you?

H B/ NG B, TUERS, 5 BE 4 7 2B

Identify the caller’s name

IR Ak

May [ have your name please? / May [ know who [ am speaking to?
TS YRR 244 15 2

Request the booking confirmation number

BRI TR PEIUE NS

Before proceeding to the cancellation
EELERIE TN

May [ have the name of reservation?

A DARNTE S 0T 2 AN k44 2

May I have the date of reservation?

TH S UREIUE 1 H .

May [ know the reason for the cancellation?
3 A A A e - AR B T E e 2

If a reason is given

mREANGHIRR

If planned stay is postponed: customer is asked if he/she would like to amend the booking to another date
instead.

AN RAEIR SRR R 2 AR 1 B R T e At H RARE

If there are price objections, offer RA3...

IR A T, A HHERERASN S

Recap
HE

Just to reconfirm that we are cancelling the reservation for ***.
FRARMNEEBUE 7 (BRAAT) KTE

The arrival date was *** and the departure date was ***. Is that correct?
O H XXX, 805 H 1 2ZXXXK, X ?

Your cancellation number is ***,

I HTBUE RN 5 2 XXX
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Thank the customer for calling the hotel

B RN RS

[s there anything I can do for you?

A A2 T AT R 2

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

For any cancellation, a review of the price and sales & conditions is mandatory.
FEATHGH TRT U S5 JE AR #E 48 & 2% A

If the sales conditions do not allow for any cancellations, it is to the discretion of Hotel to make exceptions,

e.g.:
A SRAZ B 2 AE IR AN B AR T BT, K H 3P R G ] b B -

“Dear ***, the specific conditions on your original booking mention that no cancellation 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 cancellation can be made, let me find the best alternative... “ then refer to new booking
process using known information.

RN IIXXX,  SEERAIT B BATR S A A B RO, 1 USRS TIT 5 18] 3RAT R AN 52
AEATHGH, RIS AS R 2 A AT A2 B BT TIOE .. 985 Y (S B OET il -
“Dear ***, the specific conditions on your original booking mention that no cancellation can be made,
however we will be pleased to review your request before making a decision.”

RS A L, ERITUEANRERUH . BATVIR AR AL A o e iR B 2 S I ER

The same information must be given to all callers in regards to the cancellation number to prevent
further queries.

R 7 22405k B BUVT BRI 5 DA S H R BRI
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