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TOPIC: Cancellations & Check Refunds 

CATEGORY:    Reservations & Accounting 

DEPARTMENT: Operations 

FREQUENCY: Moderate 

IMPACT: Moderate 

RISK: Failure to follow the procedure may result in improper balances and/ or loss of funds. 

POLICY: All parties must identify and agree on objectives to ensure success. 

  

Note: Procedures are suggestions only and are not the only acceptable manner with which to satisfy policy requirements. 

  

PROCEDURE: When performing a cancellation and refund, the following steps should be taken: 

1. Cancel the reservation by clicking on “Cancel Reservation” in the bottom right corner.  

 
2. Select the cancellation policy that applies based on the current and arrival date. 
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3. Choose the reason for cancellation. 

 
4. Click on “Confirm Cancellation” in the bottom right corner. 
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5. If the guest is not due a refund due to the cancellation policy and current date, please let the 

supervisor know. 

 

6. Check the creation date of the reservation by expanding the reservation summary. 

 

7. Scroll down and view the History section for all historical logs. **You can switch pages at the 

bottom to see all notes. 

 

8. If a guest has a reservation that was created on or after your property’s go live date, the refund 

will be handled by check. 

9. Proceed to the payment section of the reservation.  

 
10. Follow normal procedure by verifying the guest’s address on file.  If the payment method shows 

as Balance Brought Forward, please follow next steps.  

a. If the payment method is a credit card, please post in the REFUNDS channel for the MOD 

to handle. 
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11. Go to the comment section of the reservation. 

 
12. Click on add comment. 

 
13. Select “to do” in the type dropdown. 

14. Select “high” in the severity dropdown. 

15. In the comment section, include a note stating “check refund needed” and include guest’s full 

name, full address, reservation number, and refund amount.  

 
16. Click save and you’re done! 


