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Policy: A no-show is a guest who has a reservation though he/she did not arrive at the hotel for the intended
dates without advising the hotel. All guaranteed bookings that no-show will be charged against the
company'’s or guest’s credit card used to secure the accommodation.
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Any waivers should be approved by the General Manager, Reservation Supervisor Manager and Director of
Sales & Distribution.
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Goals: To maximize room revenue.
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The following procedures have been set up to enable an effective and efficient method of charging
guaranteed reservations that no-show at the hotel.
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The reservation sales agent in the morning shift is to provide a no-show report on a daily basis.

R LIE 0 T5E B8 74T Elno-showdi ..

Reservations are to check each of the no-shows from the previous night, as well as the following, before
calling the guest:
TiE U B AT — P RBIKBUE, RS % NITHIEZAT, 5NN D IR:
*  Check for any duplicate booking in PMS
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Check for any spelling errors, registered guests or shared bookings
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Check all paperwork - TARS system, faxes, emails and group bookings, please ensure that there are no
amendments or cancellations which the hotel has missed.
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Identify the no-shows, which should be charged so that they can be discussed with DOSD, Reservation
Supervisor and FOM.
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For all no-show bookings in the case of pre-paid accommodation, the booking should be amended for
the guest arrival the following day (generate a day use if original booking was for one night) and leave a
trace for the reservation department for follow up. This is
to prevent a guest who might arrive in the early morning not to have a booking available for check in.
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All listed no-shows must be reported on the No-Show Reports.
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The no-show report daily sheet is then sent to front office for further action.
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The front office will open an account and charge the amount on a standard invoice format. The guest’s
credit card will be charged with the amount and settled on that invoice. The invoice would be settled in
city ledger with all necessary back up or the prepaid references.
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Once the charges are done, ensure that the no-show report is completed on a daily basis, every no-show
would be advised with the amount charged, payment method and invoice number recorded on the remarks
field, and then forward to RSYeC Manager for follow up.
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Reservations are to keep a record on a monthly basis of the number of no-shows and total amount of
lost/changed revenue.
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Reservations are to review with the Finance department any payment made through city ledger before
closing the monthly summary report.
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