
1️⃣ SOP Title
Advance Payment Collection SOP – Secure Deposit Handling & Booking Guarantee Procedure
2️⃣ Department
Reservations / Front Office / Accounts
(Co-ordination: Revenue, Sales)

3️⃣ Purpose
To establish a structured advance payment collection process to ensure:
· Booking guarantee security
· Revenue protection
· Reduced no-show risk
· Proper financial recording
· Clear communication of payment terms
Advance payment collection strengthens booking commitment and financial control.

4️⃣ Scope
Applicable to:
· Peak period bookings
· Long stay reservations
· Group bookings
· Corporate bookings (as per agreement)
· Special promotional rates
· Non-refundable rate plans
Applies to:
· Reservation Executive
· Front Office Staff
· Accounts Department
· Reservation Supervisor

5️⃣ Responsibility
	Position
	Responsibility

	Reservation Executive
	Inform guest about deposit policy

	Front Office
	Collect payment

	Accounts
	Verify receipt & record entry

	Reservation Supervisor
	Approve exceptions

	Revenue Manager
	Define deposit policy



6️⃣ Step-by-Step Procedure

PART A – IDENTIFY DEPOSIT REQUIREMENT

A. Policy Check
1. Check rate plan type.
2. Verify peak period requirement.
3. Check group or event-related policy.
4. Confirm minimum advance percentage required.
5. Confirm deposit deadline.
No booking should be confirmed without required deposit (if policy applies).

PART B – INFORM GUEST CLEARLY

B. Communication
1. Inform required advance amount.
2. Inform payment deadline.
3. Inform cancellation policy linked to deposit.
4. Provide payment options.
5. Send written instructions via email.
Transparency avoids disputes later.

PART C – ACCEPTABLE PAYMENT MODES

C. Payment Options
1. Credit/Debit Card
2. Bank Transfer
3. Online Payment Gateway
4. Cash (if applicable)
5. Corporate credit approval (if applicable)

PART D – PAYMENT RECEIPT PROCESS

D. Collection Steps
1. Receive payment confirmation.
2. Verify transaction reference.
3. Cross-check amount received.
4. Inform Accounts for posting.
5. Issue official receipt.
Never confirm booking without verifying payment.

PART E – CREDIT CARD ADVANCE

E. Card Processing
1. Obtain authorization form.
2. Process transaction securely.
3. Verify successful approval.
4. Store card data securely as per policy.
5. Record transaction reference in PMS.

PART F – SYSTEM ENTRY

F. PMS Recording
1. Post advance amount in reservation folio.
2. Mark booking as “Guaranteed.”
3. Update remarks section with payment details.
4. Attach payment receipt copy in system (if available).

PART G – DEADLINE MONITORING

G. Follow-Up Process
1. Maintain deposit tracking sheet.
2. Review pending advance bookings daily.
3. Send reminder before deadline.
4. Cancel booking if deposit not received (as per policy).
5. Update PMS immediately.

PART H – GROUP ADVANCE HANDLING

H. Group Booking Control
1. Follow payment schedule as per contract.
2. Record installment payments separately.
3. Share payment status with Sales team.
4. Confirm group only after agreed deposit received.

PART I – REFUND OR ADJUSTMENT

I. Cancellation Case
1. Apply cancellation policy.
2. Deduct applicable charges.
3. Process refund if eligible.
4. Inform guest about refund timeline.
5. Record refund reference.

PART J – REPORTING & AUDIT

J. Daily Reconciliation
1. Match deposit report with Accounts ledger.
2. Verify no missing entries.
3. Submit daily advance collection summary.
4. Monitor deposit compliance rate.

7️⃣ Do’s and Don’ts
Do’s
✔ Inform guest clearly about deposit terms
✔ Verify payment before confirmation
✔ Post payment immediately in PMS
✔ Monitor pending deposits daily
✔ Issue official receipt
Don’ts
✘ Don’t confirm booking without required advance
✘ Don’t delay posting payment
✘ Don’t accept unverified payment proof
✘ Don’t ignore deposit deadline
✘ Don’t process refund without policy check

8️⃣ Operational Standards
· 100% required deposits collected before confirmation
· Deposit tracking sheet updated daily
· All payments recorded in PMS
· Daily reconciliation with Accounts
· Cancellation handled as per policy

9️⃣ Escalation Matrix
	Situation
	Escalate To

	Deposit dispute
	Reservation Supervisor

	Payment not received
	Accounts

	Corporate credit case
	Sales Manager

	System posting error
	IT Support

	High-value booking
	Management



🔟 Documentation / Records Required
· Deposit Tracking Register
· Payment Receipt Copy
· Credit Card Authorization Form
· Bank Transfer Proof
· PMS Advance Posting Report
· Daily Collection Summary
· Cancellation & Refund Record

1️⃣1️⃣ Common Mistakes to Avoid
· Confirming booking without deposit
· Posting wrong amount in PMS
· Not issuing receipt
· Missing follow-up on pending payment
· Not reconciling with Accounts
· Ignoring cancellation policy during refund


