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Policy: All fax/email reservation should be handled to hotel standard.
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Goals: To provide complete and consistent service.
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» Check outlook and fax machine to ensure it is in good condition to receive incoming messages.
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» Handle email /fax request within 15 minutes after email /fax is received.
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Read email /fax BRI /42 H

» Explore what guest wants: new reservation/amendment/cancellation
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» For new reservation & amendment request, make sure all the following information is provided: guest
name, contact number, arrival/departure date, ETA, room type, No. of rooms, room rate (if any
inclusion), payment method, VIP level, SM/NM, any special request
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» Ifroom available, make/amend reservation and reply with (updated) confirmation letter.
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» Ifroom not available, email/call the guest to explain and give guest an alternative option.
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Cancellation X 7H:
» Reply with cancellation number.
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Send email /fax KXW/ E

All the email/fax must be replied within 12 hour after receiving.
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