
1️⃣ SOP Title
Overbooking Control SOP – Inventory Risk Management & Revenue Protection Procedure
2️⃣ Department
Reservations / Front Office / Revenue
(Co-ordination: Sales, Housekeeping, Accounts)

3️⃣ Purpose
To establish a structured overbooking control system to ensure:
· Controlled inventory exposure
· Maximum occupancy without displacement risk
· Prevention of guest walk situations
· Reduced compensation costs
· Proper coordination between departments
Overbooking must be strategic and controlled — never accidental.

4️⃣ Scope
Applicable to:
· High-demand periods
· Peak seasons
· Special event dates
· OTA-heavy booking periods
· Group-heavy inventory dates
Applies to:
· Revenue Manager
· Reservation Executive
· Front Office Supervisor
· Night Auditor

5️⃣ Responsibility
	Position
	Responsibility

	Revenue Manager
	Define overbooking limits

	Reservation Team
	Monitor daily pickup

	Front Office
	Identify potential walk risk

	Housekeeping
	Update real-time room status

	Duty Manager
	Approve relocation decisions



6️⃣ Step-by-Step Procedure

PART A – OVERBOOKING STRATEGY SETUP

A. Define Overbooking Limit
1. Analyze historical no-show percentage.
2. Review cancellation trends.
3. Review average early departure rate.
4. Define safe overbooking percentage per category.
5. Approve limit through Revenue Manager.
Overbooking must be data-based, not guesswork.

PART B – DAILY INVENTORY MONITORING

B. Occupancy Review
1. Review daily occupancy forecast.
2. Check pickup pace.
3. Review group blocks.
4. Monitor OTA inventory exposure.
5. Confirm out-of-order rooms.
Daily monitoring reduces surprise walk situations.

PART C – GUARANTEE STATUS CONTROL

C. Booking Security
1. Identify non-guaranteed bookings.
2. Follow up for credit card or deposit.
3. Release unguaranteed bookings as per policy.
4. Monitor pending deposit bookings.
Guaranteed bookings increase overbooking risk.

PART D – CATEGORY CONTROL

D. Room Type Management
1. Monitor category-wise inventory.
2. Avoid overbooking single category heavily.
3. Maintain upgrade flexibility.
4. Protect premium category inventory strategically.

PART E – HIGH-RISK DATE ALERT

E. Peak Date Preparation
1. Identify sold-out dates early.
2. Stop low-rate channel inventory if needed.
3. Limit manual rate overrides.
4. Inform Front Office of risk level.

PART F – DAY-OF-ARRIVAL CONTROL

F. Arrival Verification
1. Review expected arrivals list.
2. Confirm guaranteed status.
3. Call late arrivals if necessary.
4. Monitor early arrivals.

PART G – ROOM STATUS RECONCILIATION

G. HK & FO Coordination
1. Verify real-time clean room availability.
2. Identify early departures.
3. Confirm out-of-order updates.
4. Avoid assigning unclean rooms.

PART H – WALK PREVENTION STRATEGY

H. Risk Mitigation
1. Prioritize keeping high-value guests.
2. Identify lowest-priority booking (if needed).
3. Check alternate property availability in advance.
4. Prepare relocation plan if required.

PART I – RELOCATION PROCEDURE (IF REQUIRED)

I. Guest Walk Handling
1. Apologize sincerely.
2. Arrange alternate accommodation of equal or higher standard.
3. Provide transportation.
4. Cover cost difference (as per policy).
5. Record incident in log.
Relocation must be last resort.

PART J – POST-DATE REVIEW

J. Performance Analysis
1. Review overbooking accuracy.
2. Track no-show percentage.
3. Calculate displacement cost.
4. Adjust overbooking limit accordingly.
5. Document lessons learned.

7️⃣ Do’s and Don’ts
Do’s
✔ Base overbooking on historical data
✔ Monitor daily occupancy
✔ Secure guarantees early
✔ Coordinate with Housekeeping
✔ Prepare contingency plan
Don’ts
✘ Don’t overbook blindly
✘ Don’t ignore category balance
✘ Don’t walk VIP guests
✘ Don’t wait until last minute to plan
✘ Don’t ignore no-show trends

8️⃣ Operational Standards
· Overbooking limit documented
· Daily occupancy review completed
· Zero surprise walk situations
· Real-time room status reconciliation
· Post-event analysis conducted

9️⃣ Escalation Matrix
	Situation
	Escalate To

	Overbooking exceeding limit
	Revenue Manager

	Walk risk identified
	Front Office Manager

	Category mismatch
	Reservation Supervisor

	Guest relocation
	Duty Manager

	Repeated displacement issue
	Management



🔟 Documentation / Records Required
· Overbooking Limit Policy
· Daily Occupancy Forecast Report
· Arrival Status Report
· No-Show Trend Report
· Relocation Log
· Post-Date Performance Review

1️⃣1️⃣ Common Mistakes to Avoid
· Overbooking without data analysis
· Ignoring category-wise availability
· Not securing guaranteed bookings
· Poor communication with Front Office
· Delayed relocation planning
· No post-event review


