
1️⃣ SOP Title
No-Show Handling SOP – Controlled Revenue Protection & Inventory Reconciliation Procedure
2️⃣ Department
Reservations / Front Office
(Co-ordination: Revenue, Accounts, Night Audit)

3️⃣ Purpose
To establish a structured no-show handling procedure to ensure:
· Proper revenue protection
· Accurate system update
· Correct application of no-show charges
· Inventory control
· Clear documentation for audit
No-show management directly affects revenue and forecasting accuracy.

4️⃣ Scope
Applicable to:
· Direct bookings
· Website bookings
· OTA bookings
· Corporate reservations
· Travel agent bookings
· Group reservations
Applies to:
· Front Office Staff
· Night Auditor
· Reservation Executive
· Accounts

5️⃣ Responsibility
	Position
	Responsibility

	Front Office
	Monitor arrival status

	Night Auditor
	Process no-show posting

	Reservation Team
	Verify guarantee details

	Accounts
	Manage no-show charge settlement

	Revenue Team
	Monitor no-show trends



6️⃣ Step-by-Step Procedure

PART A – DAILY ARRIVAL MONITORING

A. Pre-Midnight Review
1. Review daily arrival list.
2. Identify guaranteed bookings not yet arrived.
3. Check for late arrival remarks.
4. Attempt to contact guest (if appropriate).
5. Confirm no arrival message received.

PART B – NO-SHOW ELIGIBILITY CHECK

B. Policy Verification
1. Confirm booking is guaranteed.
2. Check rate plan type (Flexible / Non-Refundable).
3. Verify corporate agreement terms.
4. Check group reservation conditions.
5. Confirm cut-off time for no-show.
Only guaranteed bookings may be charged as no-show.

PART C – SYSTEM PROCESSING

C. PMS Update
1. Change booking status to “No-Show.”
2. Post applicable no-show charge.
3. Ensure tax and service charge applied correctly.
4. Record reason in remarks.
5. Reopen room inventory for next day.
Do not delete booking record.

PART D – FINANCIAL PROCESSING

D. Charge Application
1. Process credit card charge as per policy.
2. Verify authorization validity.
3. If card declined, inform Accounts immediately.
4. Record transaction reference number.

PART E – OTA NO-SHOW HANDLING

E. Platform Compliance
1. Mark no-show in OTA extranet.
2. Follow OTA-specific charge policy.
3. Update PMS accordingly.
4. Avoid manual charges outside platform rules.

PART F – CORPORATE NO-SHOW HANDLING

F. Corporate Agreement Review
1. Check credit billing terms.
2. Inform corporate contact if required.
3. Post no-show charge to city ledger (if applicable).
4. Attach supporting documentation.

PART G – GROUP NO-SHOW

G. Group Reservation Case
1. Verify rooming list submission status.
2. Confirm group guarantee terms.
3. Inform Sales team.
4. Apply penalty as per contract.

PART H – GUEST DISPUTE HANDLING

H. Dispute Review
1. Verify arrival time records.
2. Check CCTV or entry logs (if required).
3. Review cancellation policy details.
4. Escalate to Supervisor if dispute continues.

PART I – REPORTING

I. Daily Reporting
1. Record no-show details in log.
2. Include guest name, source, amount charged.
3. Submit no-show report during night audit.
4. Share summary with Revenue team.

PART J – TREND ANALYSIS

J. Monitoring
1. Review weekly no-show percentage.
2. Identify high-risk booking sources.
3. Adjust guarantee policy if required.
4. Review payment security process.

7️⃣ Do’s and Don’ts
Do’s
✔ Verify guarantee before charging
✔ Follow no-show policy strictly
✔ Update PMS immediately
✔ Record transaction details
✔ Reopen inventory promptly
Don’ts
✘ Don’t charge non-guaranteed bookings
✘ Don’t delete reservation instead of marking no-show
✘ Don’t ignore OTA reporting
✘ Don’t skip documentation
✘ Don’t delay night audit posting

8️⃣ Operational Standards
· 100% no-show entries processed during night audit
· Charges applied as per policy
· Inventory reopened automatically
· Daily no-show report generated
· All disputes documented

9️⃣ Escalation Matrix
	Situation
	Escalate To

	Card declined
	Accounts

	Corporate dispute
	Sales Manager

	OTA dispute
	Revenue / OTA Manager

	High-value no-show
	Management

	Repeated no-show trend
	Revenue Manager



🔟 Documentation / Records Required
· No-Show Log Register
· PMS No-Show Report
· Credit Card Charge Slip
· OTA Extranet Screenshot
· Corporate Agreement Copy
· Night Audit Report

1️⃣1️⃣ Common Mistakes to Avoid
· Charging without checking guarantee
· Forgetting to update PMS status
· Not reopening inventory
· Ignoring OTA reporting
· Poor documentation of disputes
· Delayed no-show posting


