
1️⃣ SOP Title
Long Stay Reservation SOP – Extended Stay Planning & Revenue Control Procedure
2️⃣ Department
Reservations / Front Office
(Co-ordination: Revenue, Sales, Housekeeping, Accounts, Maintenance)

3️⃣ Purpose
To establish a structured procedure for handling long stay reservations to ensure:
· Correct rate application
· Proper room allocation strategy
· Billing clarity
· Operational readiness
· Guest retention and satisfaction
Long stay guests require financial control and operational planning beyond regular reservations.

4️⃣ Scope
Applicable to:
· Stays exceeding defined duration (e.g., 7+ nights or as per policy)
· Corporate project stays
· Relocation stays
· Medical stays
· Government or institutional bookings
Applies to:
· Reservation Executive
· Front Office Manager
· Revenue Manager
· Accounts Department

5️⃣ Responsibility
	Position
	Responsibility

	Reservation Executive
	Enter reservation correctly

	Revenue Manager
	Approve long stay rate

	Front Office
	Monitor guest account

	Housekeeping
	Plan cleaning schedule

	Accounts
	Track billing and payment cycle



6️⃣ Step-by-Step Procedure

PART A – INQUIRY & REQUIREMENT ANALYSIS

A. Guest Requirement Collection
1. Confirm arrival and tentative departure date.
2. Confirm number of guests.
3. Confirm room type requirement.
4. Confirm purpose of stay.
5. Confirm billing method (company or individual).
6. Confirm special requirements (kitchenette, laundry, etc.).

PART B – RATE NEGOTIATION & APPROVAL

B. Pricing Structure
1. Check availability for full stay period.
2. Apply long stay discounted rate (as approved).
3. Consider dynamic pricing impact.
4. Confirm inclusions (meals, laundry, etc.).
5. Obtain Revenue Manager approval.
6. Document approved rate.
Long stay rates must not be manually discounted without approval.

PART C – DEPOSIT & PAYMENT TERMS

C. Financial Arrangement
1. Define advance payment requirement.
2. Define billing cycle (weekly/monthly).
3. Set credit limit (if corporate).
4. Record payment terms in PMS.
5. Inform Accounts of arrangement.

PART D – PMS ENTRY

D. Reservation Setup
1. Create or update guest profile.
2. Select correct long stay rate code.
3. Enter full stay duration.
4. Add billing remarks.
5. Flag as “Long Stay” in PMS.

PART E – ROOM ALLOCATION STRATEGY

E. Pre-Blocking
1. Allocate stable room to avoid frequent shifting.
2. Avoid rooms near high-noise areas.
3. Ensure room is in good condition.
4. Confirm maintenance check before arrival.

PART F – HOUSEKEEPING COORDINATION

F. Cleaning Schedule
1. Define cleaning frequency.
2. Inform Housekeeping about long stay guest.
3. Coordinate linen replacement schedule.
4. Arrange deep cleaning during extended stay if required.

PART G – CHECK-IN PROCEDURE

G. Arrival Handling
1. Explain billing cycle clearly.
2. Explain housekeeping schedule.
3. Confirm security deposit if required.
4. Verify identification documents.
5. Provide contact details for assistance.

PART H – DURING STAY MONITORING

H. Financial Monitoring
1. Monitor folio daily.
2. Ensure payment as per cycle.
3. Prevent exceeding credit limit.
4. Inform Accounts of overdue payments.

PART I – EXTENSION HANDLING

I. Stay Extension Process
1. Confirm room availability for extension.
2. Apply correct rate for extended dates.
3. Update PMS immediately.
4. Inform Housekeeping and Revenue.

PART J – CHECK-OUT PROCESS

J. Departure Handling
1. Prepare invoice in advance.
2. Verify all posted charges.
3. Refund security deposit (if applicable).
4. Update guest history notes.
5. Close folio properly.

7️⃣ Do’s and Don’ts
Do’s
✔ Obtain rate approval
✔ Define billing cycle clearly
✔ Monitor payment regularly
✔ Allocate stable room
✔ Coordinate housekeeping schedule
Don’ts
✘ Don’t allow uncontrolled credit exposure
✘ Don’t change room unnecessarily
✘ Don’t ignore overdue payments
✘ Don’t forget extension update in PMS
✘ Don’t delay invoice preparation

8️⃣ Operational Standards
· Long stay rate approved and documented
· Billing cycle clearly recorded
· Payment monitored weekly/monthly
· Room pre-checked before arrival
· Zero billing discrepancy at check-out

9️⃣ Escalation Matrix
	Situation
	Escalate To

	Payment delay
	Accounts Head

	Rate dispute
	Revenue Manager

	Room maintenance issue
	Maintenance Manager

	Extension conflict
	Front Office Manager

	Credit limit breach
	Management



🔟 Documentation / Records Required
· Long Stay Rate Approval
· Deposit / Payment Agreement
· PMS Reservation Summary
· Billing Cycle Tracking Sheet
· Folio Statement
· Guest History Record

1️⃣1️⃣ Common Mistakes to Avoid
· Not defining billing cycle
· Allowing excessive credit exposure
· Forgetting to monitor extensions
· Poor coordination with Housekeeping
· Not updating guest profile
· Incorrect rate application


