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[bookmark: _oglq95rs2k7]Step-By-Step Cancellation Procedure

	Step
	Procedure
	Responsible Person
	Timeframe
	Notes

	1
	Receive Cancellation Request Via Phone, Email, Website, App, Walk-In, Or Third-Party Platform
	Host / Reservation Staff
	Immediately Upon Contact
	Always Remain Calm, Polite, And Professional Regardless Of The Guest's Tone

	2
	Greet The Guest Warmly And Acknowledge The Cancellation Request
	Host / Reservation Staff
	Within The First 30 Seconds
	Set A Positive Tone — Guests May Return In The Future

	3
	Confirm Guest Identity And Booking Details
	Host / Reservation Staff
	During A Call Or Message
	Confirm Full Name, Booking Date, Time, Party Size, And Contact Number

	4
	Verify The Reservation In The Booking System
	Host / Reservation Staff
	Within 1 Minute
	Cross-Check All Platforms To Ensure The Correct Booking Is Identified

	5
	Check The Booking Category And Applicable Policy
	Host / Manager
	Before Proceeding
	Standard, Large Group, Vip, Event, Or Peak-Date Booking — Each May Have Different Terms

	6
	Ask For Cancellation Reason (Optional, but Encouraged)
	Host / Reservation Staff
	Politely During Interaction
	Valuable For Operational Improvements, Trend Tracking, And Reporting

	7
	Inform The Guest Of The Applicable Cancellation Policy
	Host / Manager
	Before Confirming Cancellation
	Clearly Communicate Deposit Terms, Late Cancellation Fees, Or No-Show Policies

	8
	Obtain Verbal Or Written Acknowledgement Of The Policy From The Guest
	Host / Manager
	Before Processing
	Protects The Business In Case Of Disputes

	9
	Cancel The Reservation In All Booking Systems
	Host / Reservation Staff
	Immediately After Confirmation
	Update All Platforms Simultaneously — App, Phone System, Online, In-House

	10
	Release The Table Back Into Availability
	Host / Reservation Staff
	Immediately
	Allows The Table To Be Resold Or Offered To The Waitlist

	11
	Contact Waitlist Guests To Fill The Slot
	Host / Reservation Staff
	Within 5 Minutes Of Cancellation
	Prioritize By Party Size Match And Time Proximity

	12
	Send Cancellation Confirmation To The Guest
	Host / Reservation Staff
	Within 5 Minutes
	Sms, Whatsapp, Email, Or Verbal — Confirm Method Used

	13
	Process Refund Or Retain Deposit According To Policy
	Manager / Accounts
	Within 24–72 Hours
	Document All Financial Transactions With Timestamps

	14
	Issue A Receipt Or A Written Notice Of Any Fee Retained
	Manager / Accounts
	Within 24 Hours
	Required For Transparency And Dispute Prevention

	15
	Record Cancellation In The Daily Operations Report
	Host / Manager
	Same Shift
	Include: Reason Given, Fee Charged, Table Released, And Time Of Cancellation

	16
	Flag Repeat Late Cancellations Or No-Shows In The System
	Manager
	Ongoing
	Tag Guest Profile — Helps Manage Future Booking Risk

	17
	Escalate Vip, Large-Group, Or Event Cancellations Immediately
	Manager
	Immediately Upon Receipt
	Assess Full Operational Impact — Staffing, Prep, Stock, And Revenue

	18
	Adjust Staffing Levels If A Major Cancellation Impacts Service
	Manager / Kitchen Manager
	As Soon As Possible
	Prevent Unnecessary Labor Costs And Food Waste

	19
	Adjust Kitchen Prep And Ordering If Required
	Kitchen Manager / Head Chef
	As Soon As Possible
	Communicate Changes Clearly Across All Kitchen Stations

	20
	Send A Goodwill Gesture Or Re-Engagement Message Where Appropriate
	Manager / Marketing
	Within 24 Hours
	Offer A Future Discount Or Priority Booking For Loyal Or Vip Guests

	21
	Review Weekly Cancellation Trends With The Management Team
	Management
	Weekly
	Identify Patterns, Improve Policies, And Refine Booking Controls

	22
	Report Monthly Cancellation Data To The Owner/Operator
	General Manager
	Monthly
	Include Revenue Impact, Peak Cancellation Times, And Repeat Offenders



[bookmark: _2fmpaus5qe6n]Cancellation Policy Framework

	Booking Type
	Cancellation Window
	Fee / Penalty
	Deposit Refundable
	Notes

	Standard Reservation (1–4 Guests)
	More Than 4 Hours Before Booking
	No Penalty
	Yes — Full Refund
	Encourage Future Rebooking

	Standard Reservation (1–4 Guests)
	Less Than 4 Hours Before Booking
	No Penalty Recommended
	Yes
	Use Discretion — Goodwill Matters

	Medium Group (5–7 Guests)
	More Than 24 Hours Notice
	No Penalty
	Yes — Full Refund
	Remind Of Policy At Time Of Booking

	Large Group (8+ Guests)
	48 Hours Or More Notice
	No Penalty
	Yes — Full Refund
	Deposit Required At Time Of Booking

	Large Group (8+ Guests)
	Less Than 48 Hours Notice
	Deposit Partially Or Fully Retained
	No
	Manager's Discretion On Exceptions

	Private Dining/Event Booking
	72 Hours Or More Notice
	No Penalty
	Yes — Full Refund
	Subject To A Signed Agreement

	Private Dining/Event Booking
	Less Than 72 Hours Notice
	Deposit Forfeited
	No
	Per Signed Terms And Conditions

	No-Show (No Notice Given)
	N/A
	Deposit Forfeited / Account Flagged
	No
	Flag Profile For Future Bookings

	Peak Dates / Public Holidays
	Per Special Event Terms
	Higher Deposit Protection Applies
	Conditional
	Communicate Terms Clearly At The Booking Stage

	Repeat Cancellations/No-Shows
	Any Timeframe
	Full Deposit Required For Future Bookings
	Conditional
	Manager Review Required Before Accepting Future Reservations



[bookmark: _mcc2lr90qzlf]Staff Scripts — Recommended Responses

	Situation
	Suggested Script
	Tone

	General Cancellation — Standard
	"Thank You For Letting Us Know, [Guest Name]. Your Reservation Has Been Successfully Cancelled. We Hope To Welcome You Back Soon."
	Warm And Professional

	Cancellation With No Fee Applicable
	"No Problem At All, [Guest Name]. Your Booking Has Been Cancelled, And No Charges Apply. We'd Love To See You Again — Feel Free To Rebook Anytime."
	Friendly And Reassuring

	Late Cancellation — Fee Applies
	"Thank You For Reaching Out, [Guest Name]. As Per Our Booking Policy, A Late Cancellation Fee Applies. I'll Send You Confirmation Of This Shortly."
	Polite But Firm

	Deposit Retention
	"As Outlined In Our Booking Terms, Your Deposit Will Be Retained Due To The Late Notice. I Can Send You A Written Confirmation If You'd Like."
	Calm And Factual

	The Guest Disputes The Policy
	"I Completely Understand Your Concern. Our Policy Is In Place To Protect Both Our Guests And Our Team. I'd Be Happy To Have Our Manager Speak With You."
	Empathetic — Escalate If Needed

	Vip Guest Cancellation
	"Thank You For Letting Us Know, [Guest Name]. We completely understand and will gladly assist you with a future reservation at your convenience."
	Elevated And Personal

	Large Group Or Event Cancellation
	"Thank You For Informing Us, [Guest Name]. I'll Escalate This To Our Events Manager, Who Will Be In Touch Regarding Next Steps And Any Applicable Terms."
	Informative — Escalate Immediately

	Attempt To Retain Goodwill
	"We're Sorry We Won't See You This Time. We Hope Everything Is Well And Look Forward To Having You With Us On Another Occasion."
	Genuine And Warm

	Repeat No-Show (Tactful)
	"We Noticed This Is The Second Time A Booking Hasn't Been Honored. In The Future, We May Require A Deposit To Secure Your Reservation."
	Professional — Non-Confrontational



[bookmark: _yl0v8r20bz24]Best Practices

	Best Practice
	Why It Matters
	Recommended Action

	Require Deposits For Large Groups And Events
	Significantly Reduces No-Shows And Protects Revenue
	Implement For All Groups Of 8 Or More

	Send Automated Reminders 24–48 Hours Before Booking
	Lowers Cancellation And No-Show Rates
	Use Booking Software or WhatsApp/Sms Automation

	Maintain An Active Waitlist
	Helps Recover Revenue From Last-Minute Cancellations
	Contact The Waitlist Within 5 Minutes Of A Cancellation

	Clearly Communicate Cancellation Terms At The Booking Stage
	Prevents Disputes And Guest Frustration
	State Terms Verbally And In Confirmation Messages

	Have Written And Signed Terms For Events And Large Groups
	Provides Legal Protection For Deposits And Fees
	Use A Standard Booking Agreement Form

	Flag Repeat No-Shows In Your System
	Protects Revenue During Peak Periods
	Require Prepayment For Flagged Guest Profiles

	Track Cancellation Reasons Consistently
	Improves Service, Marketing, And Operational Planning
	Use A Dropdown Reason In Your Booking System

	Use Automated Booking Software Across All Channels
	Reduces Double Bookings And Manual Errors
	Sync All Platforms In Real Time

	Train All Front-Of-House Staff On Cancellation Protocol
	Ensures Consistent Guest Experience
	Include It In Onboarding And Quarterly Refreshers

	Review Cancellation Data Monthly
	Identifies Trends And Revenue Impact
	Report To Management With Recommendations

	Offer Rebooking Incentives Where Appropriate
	Retains Guests And Encourages Return Visits
	Offer A Small Discount Or Priority Table For Loyal Guests

	Update Cancellation Policy Seasonally
	Aligns Policy With Demand, Peak Periods, And Events
	Review Before The Festive Seasons And Public Holidays



[bookmark: _jwja5i41rwkj]Cancellation Reason Tracking

	Reason Category
	Common Examples
	Recommended Action

	Personal Emergency
	Illness, Bereavement, Family Issue
	Respond With Empathy — Waive Fee If Appropriate

	Schedule Conflict
	Work Obligation, Travel Disruption
	Offer A Flexible Rebooking Option

	Weather Conditions
	Heavy Rain, Storm, Transport Disruption
	Consider A Goodwill Waiver During Extreme Weather

	Pricing Concern
	The Guest Found A More Affordable Alternative
	Review Value Perception And Promotional Offers

	Service Concern
	Previous Negative Experience
	Escalate To The Manager — Address The Underlying Issue

	Duplicate Booking
	Accidental Second Reservation
	Cancel Duplicate — Retain The Correct Booking

	Large Group Reduction
	The Event Or Party Size Changed Significantly
	Adjust Table Allocation And Kitchen Prep Accordingly

	Venue Change
	The Guest Chose A Different Restaurant
	Note For Competitive Analysis

	Dietary / Menu Concern
	The Guest Is Unable To Find Suitable Options
	Flag For Menu Development Team

	No Reason Given
	The Guest Did Not Provide An Explanation
	Log As "Unspecified" — Track Frequency



[bookmark: _kmcrig8jxgui]Weekly Cancellation Report Template

	Metric
	This Week
	Last Week
	Notes

	Total Reservations Made
	
	
	

	Total Cancellations Received
	
	
	

	Cancellation Rate (%)
	
	
	

	No-Shows
	
	
	

	Deposits Retained
	
	
	

	Refunds Processed
	
	
	

	Waitlist Conversions
	
	
	

	Revenue Recovered From The Waitlist.
	
	
	

	Top Cancellation Reason
	
	
	

	Peak Cancellation Day/Time
	
	
	

	Repeat Offenders Flagged
	
	
	

	Escalations To Management
	
	
	



Review And Update This Protocol Seasonally Or Whenever Booking Systems Or Policies Change. All Reservation And Front-Of-House Staff Must Be Trained On This Document.
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