
1️⃣ SOP Title
Advance Deposit Tracking SOP – Prepayment Monitoring & Financial Risk Control Procedure
2️⃣ Department
Reservations / Front Office / Accounts
(Co-ordination: Revenue, Sales)

3️⃣ Purpose
To establish a structured system for tracking advance deposits to ensure:
· Secure guaranteed reservations
· Reduced no-show risk
· Controlled credit exposure
· Accurate billing setup
· Proper financial reconciliation
Untracked deposits lead to revenue loss and check-in disputes.

4️⃣ Scope
Applicable to:
· Individual guaranteed bookings
· Peak period reservations
· Non-refundable bookings
· Group bookings
· Corporate bookings with advance terms
· Event-linked reservations
Applies to:
· Reservation Executive
· Front Office Supervisor
· Accounts Department
· Revenue Manager

5️⃣ Responsibility
	Position
	Responsibility

	Reservation Executive
	Record and monitor deposit due

	Accounts
	Confirm receipt of payment

	Front Office
	Verify deposit before check-in

	Revenue Manager
	Define deposit policy

	Sales
	Follow up on group deposits



6️⃣ Step-by-Step Procedure

PART A – DEPOSIT REQUIREMENT IDENTIFICATION

A. Policy Application
1. Identify reservation type requiring deposit.
2. Confirm deposit amount as per policy.
3. Confirm due date for payment.
4. Inform guest clearly about deposit requirement.
5. Record deposit condition in PMS remarks.

PART B – DEPOSIT REQUEST COMMUNICATION

B. Guest Notification
1. Send written confirmation of deposit requirement.
2. Mention payment methods accepted.
3. Mention deadline clearly.
4. Inform cancellation terms linked to deposit.
5. Attach proforma invoice if required.

PART C – PMS RECORDING

C. System Entry
1. Mark reservation as “Deposit Required”.
2. Enter due date in remarks.
3. Record deposit amount.
4. Flag reservation for monitoring.

PART D – PAYMENT RECEIPT VERIFICATION

D. Confirmation Process
1. Accounts confirm receipt of deposit.
2. Match payment with reservation reference.
3. Post advance in PMS under correct folio.
4. Update status to “Deposit Received”.
5. Inform Reservations team.

PART E – FOLLOW-UP PROCEDURE

E. Pending Deposit Monitoring
1. Run daily report of pending deposits.
2. Send reminder before due date.
3. Follow up via email or call.
4. Record communication in PMS.

PART F – NON-RECEIPT ACTION

F. Cancellation or Release
1. Review deposit due date daily.
2. If unpaid after deadline, inform management.
3. Cancel reservation as per policy (if approved).
4. Release inventory immediately.
5. Document action taken.

PART G – GROUP DEPOSIT TRACKING

G. Block Monitoring
1. Confirm group deposit schedule.
2. Track installment payments.
3. Inform Sales if delayed.
4. Reduce block if required as per agreement.

PART H – CHECK-IN VERIFICATION

H. Front Desk Check
1. Verify deposit status before check-in.
2. Confirm remaining balance payable.
3. Avoid double collection for prepaid bookings.
4. Clarify billing clearly with guest.

PART I – REFUND HANDLING (IF APPLICABLE)

I. Cancellation Case
1. Check cancellation policy.
2. Inform Accounts for refund processing.
3. Record refund approval reference.
4. Update reservation remarks.

PART J – MONTHLY RECONCILIATION

J. Financial Audit
1. Generate monthly deposit report.
2. Match PMS advance ledger with Accounts records.
3. Investigate discrepancies.
4. Submit summary to management.

7️⃣ Do’s and Don’ts
Do’s
✔ Clearly communicate deposit requirement
✔ Record due date in PMS
✔ Monitor pending deposits daily
✔ Post advance under correct folio
✔ Conduct monthly reconciliation
Don’ts
✘ Don’t confirm guaranteed booking without deposit
✘ Don’t forget to update PMS after receipt
✘ Don’t ignore overdue deposits
✘ Don’t delay releasing unpaid bookings
✘ Don’t process refund without approval

8️⃣ Operational Standards
· Daily pending deposit report generated
· 100% deposit receipts posted in PMS
· Overdue deposits reviewed daily
· Monthly deposit reconciliation completed
· Zero booking confirmed without required deposit

9️⃣ Escalation Matrix
	Situation
	Escalate To

	Large unpaid deposit
	Sales Manager

	Disputed payment
	Accounts Head

	System posting error
	IT Support

	Refund conflict
	Management

	Repeated deposit delay
	Revenue Manager



🔟 Documentation / Records Required
· Deposit Policy Document
· Deposit Due Report
· Advance Posting Record
· Payment Confirmation Copy
· Refund Approval Form
· Monthly Deposit Reconciliation Report

1️⃣1️⃣ Common Mistakes to Avoid
· Not recording deposit due date
· Confirming booking without payment
· Incorrect posting in PMS
· Ignoring follow-up reminders
· Not reconciling PMS and Accounts records
· Delayed cancellation of unpaid reservations


