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Getting Started 

Logging In 
● You will log in using OKTA. The system will let you log in with your email address and computer 

password (Single Sign on) 

●  

 

Logging Out 
● Find the logout option from the main menu drop down menu 

●  



 
 

 

Navigating to the Reservation Deck 
● On the Start Center page, click the three lines on the upper left hand corner to take you to the main 

menu 

●  
● You can expand the Front Desk Tab and the list will have the Reservation Deck 

●  

Launch Center 
The Launch Center is a section on your Start Center screen that you can add shortcuts to commonly visited 

screens. To add a shortcut, click on the bolt icon: 

●  
● This will open a page where you can add the shortcuts. Click the spyglass icon to see the list of options 

●  
● Once you have selected the screen you want to add, click OK.  

●  
● This will take you back to the Personalize Your Launch Center Screen, where you can click Submit to save 

your changes 

 

 



 
 

 

●  
● Now you will see your shortcut in your Launch Center 

●  



 
 

 

 



 
 

 

Checking Availability 

Search Criteria 
● Click New Record button from the Guest Stay Screen  

○  
● Enter dates requested (MM/DD/YYYY) or choose from the calendar 

● Adjust the number of Adults and Children as needed. The rates on the next screen will include extra 

person fees, so the policies of the hotel regarding ages of children should be followed when completing 

Children field 

● Click open Rate Plan in order to begin searching for rates and availability 

 

   
 Note: When searching availability for Non-Peruvians at Peru hotels, select Exempt in the Tax 

Status field before opening Rate Shop to quote rates without the 18% tax 

 

 
● The Rate Shop window will pop-up. Under Search Criteria you can filter different categories and narrow 

down your results.  

 Room Types: You can open up the screen and tick “Select” box to select all room type.  

 Rate plan: You can search for certain rate plans in this field 

 Sales Strategy: The Search Criteria screen is pre-set to return all rates that are available to the 

public (same as the website).  However, you can change the set of rates that are returned by  

using the drop down “Sales Strategy” tool. If you have any Rate Plans already in the filter, the 

Sales Strategy will not work 

 How to find Consortia Rates 

 How to find Group and Corporate Rates 

● Once you have entered any desired search criteria, hit Search 

 

https://belmond-my.sharepoint.com/:w:/p/caroline_buckley/ET7gfon5uC9BmfRuMraIo4IB0IJX02HLNfRI6daro5Hs5g?e=c2a7n8
https://belmond-my.sharepoint.com/:w:/p/caroline_buckley/EVsuI4tNhcRJtVr0SEI01DIBFZmRCwup5-BPQTGDQlBSrw?e=N5NcCK


 
 

 

 

Search Results 
● If the room and rate display on this screen, it is available to offer 

● The number of rooms available shows how many rooms are left in inventory. Hover over the rate code 

to view the name of the Rate Plan and description   

● The numbers in parentheses show the number of overbookings at the hotel level and per room category 

● Use the - + buttons on the left of the room type to expand/condense the rate list   

  
 

• Click on the “i”  next to the rate code to see the rate description, average daily rate and total, and 

deposit and cancellation policies 



 
 

 

 
 

 

 

 

 



 
 

 

 



 
 

 

Room Details 
You can check if specific rooms are available during the requested dates by clicking on Room Details next to the 

property’s name. 

●  
● Room Details will show every room in the hotel during the requested dates. The legend at the bottom of 

the screen shows what the patterns mean 

●  
● You can filter what rooms return by selecting Filter in the top left corner 

●  

●  
● The arrows next to a room number means it is a connecting room. Hover over the arrow to see which 

room it connects to 

●  



 
 

 

  Component Rooms 
● Component Rooms are units that are made up of multiple rooms and/or suites. When searching for 

availability, Component Rooms will have the component icon next to the category name. 

○  
● You will book Component Rooms like you would a normal room or suite. The system will automatically 

pull the rooms that make up a component out of inventory. Once the booking is confirmed, the system 

will auto-assign the component room number 

● Rooms that are part of a Component Room will have a component icon next to it in the Room Plan 

○  
● If a reservation for a singular room has been assigned to a room that makes up a component room, an 

arrow will occupy the component room in the room plan. 

○  
● If a reservation for a component room has been assigned in the room plan, an arrow will occupy the 

rooms that make up the component room.  

○  
● Note: If the component room category is not available, you cannot book the rooms separately. Any 

component category must be booked only as the component.  

○ Example: If CR2CAS (made up of 1CAS and DLXT) is not available, you cannot book the 1CAS and 

DLXT as two separate reservations and assign the rooms. 

○ Exception: Cap Juluca Villas can sometimes be offered when the component room category is 

sold out. See SOP here: Checking Availability for Closed Out CAP Villas.docx 

https://belmond-my.sharepoint.com/:w:/p/caroline_buckley/Ed4RX6oGrutAozxWd5l_IGYBzx1kwjb5qyG3Ii9W1_DwIg?e=tuN167


 
 

 

 



 
 

 

Viewing Rooms and Rates that are Not Available 
● If the rate or room type you’ve searched does not appear, then you can tick “Show Restricted Sell 

Options”, then click the Search button to view what is not available to sell.  

● If you hover over the rate that is in red, then you can see the restriction that is in place. 

○  
○ If trying to ascertain if there is a minimum length of stay in place, it is best to include UGRBAR in 

the “Rate Plans” field to reduce the number of results that return.  

○ If you want to confirm something that is restricted, tick the “Rate Override” box. Make a note in 

the reservation stating why you booked it and who authorized it  

○  

 

 

 

 

 

 

 

 

 
 

 

Quoting & Confirming Selection 
● Highlight the rate plan you’d like to quote (all nights should be highlighted in blue) 

● Click Update Stay to have the rates populate in the Stay Summary to the right. This will show you the 

average nightly room rate, total room rate without taxes and then the Total Price for Stay is all room 

nights, add-ons, and all taxes  



 
 

 

● Confirm the selection by Complete and return to the reservation screen 

● Note: You should quote using the same rate code for the entire stay. If a reservation requires multiple 

rate codes, it will need to be split into separate reservations. You cannot confirm a singular reservation 

with multiple rate codes 

 



 
 

 

 

 

 

 

 

 

 

 



 
 

 

Exit a Reservation Without Saving/Lost Business Reasons 
● Clicking Previous Screen will close the reservation and not save the reservation or changes that have 

been made 

 

Exiting Rate Shop without Saving a Reservation 
● Clicking “Cancel” will bring you back to Record View. In order to exit the current record, you will need 

to hit the “Reset Screen” button 

●  
● Hitting the “Reset Screen” button will bring you to the “Lost Business Reasons” screen. A reason 

should be noted as to why the reservation was not confirmed.  The information on this form 

(including inquiry date, stay dates, market code, rate code, and lost business reason) can be 

generated into a report for review. Choose appropriate reason

 

●  

● Once reason is noted, the user will be brought back to the Start Center 



 
 

 

Availability Summary 
The Availability Summary shows information about overall hotel inventory. It displays the number and 

percentage of rooms available, the number of rooms sold, rooms that are out of order, as well as overbooking 

limits and opportunities.  

 

● To get to the Availability Summary, you can search “availability summary” from the Start Center, or by 

clicking the Availability Summary tab at the bottom of the Guest Stay screen. 

●  

 
The Availability Summary screen is divided into two sections: Summary and Details. The Summary provides 

information on the availability at the property level. The Details section provides information on the availability 

by room type. Information is shown in both figures and percentages and most rows in the two sections can be 

expanded for a more detailed breakdown. 

●  
 

This is a helpful tool to see the inventory of the hotel and changes in occupancy, but should not be used to 

quote availability to a guest as it does not take into account restrictions such as minimum length of stays, 

arrival/departure requirements, etc.  

 



 
 

 

Guest, Booking Agency & Organization Profiles  

Guest 
Profiles are required for all reservations, and it is not possible to create a reservation without including a guest 

profile. When making a new reservation, a profile search can be performed on the Rate Query Screen prior to 

checking availability or in the Reservations Screen as the reservation is being confirmed. They can also be 

managed by accessing the Profile Tab at the top of the HMS screen 

● The system requires a profile search before creating a new profile. To search for a profile, click the 

Guest Search button next to Last Name Field 

 

● Use the search fields to narrow your search. Note: The Loyalty Program number, Rewards number & 

rewards number do not have any effect on search result 

○  
● In order to search for profiles for guests who have stayed at any Belmond hotel, make sure the CRM 

Search option is selected before searching 

● Choose the matching profile, which will populate contact information and preferences saved from the 

Belmond Profile. Verify all details are correct in the profile information and adjust as needed with 

changes 

○ If you notice duplicate profiles, you can request for duplicates to be merged. Please find more 

information here 

● If no guest profile is found, click New Profile and add the mandatory contact fields in the screen below. 

It is important to collect as much data as the guest is willing to provide. The mandatory fields are: First 

and Last name and Country.  

https://belmond.sharepoint.com/:w:/r/sites/BKKShared/BKK2/Shared%20Documents/IT%20Operations/Standards/32%20-%20InforHMS%20-%20Guest%20Profile%20Merge/SOP%20-%20IT%20-%20BAPI%20Guest%20Profile%20Merge.docx?d=wad54bdc1fedf4fb5a3047422bd907fa7&csf=1&web=1&e=XAKAzc


 
 

 

  
● For full procedure of capturing and entering guests data, refer to the Belmond Data Standards article in 

Infohub 

● If the guest who is staying is not making the reservation, enter the caller’s contact details in the 

following field. Always capture the caller’s name, phone number, and email address 

  

● If a travel agent is making a reservation on behalf of a guest, add in the agent’ B2B Contact OSC ID. More 

details on the procedure can be found here: B2B Contact in HMS.docx 

  

 

Children 
When adding a child profile to a reservation, you will create an HMS profile as normal, but you must uncheck the 

“Add/Update Profile” field before saving the child’s details. This ensures a full profile is not created and the data 

https://belmond-my.sharepoint.com/:w:/p/erin_slayton/Eavdg-EkPRRAmMIqQuqle0YBrsaftqpWCdaV3c9CbDMKZA?e=H12npr


 
 

 

will not be shared with other systems. For more information, please see here: HMS underage guests policy.docx 

 

Additional Guest Names  
● Open a reservation 

● Click Guest Details on the menu bar 

● Search for the additional guest profile in the CRM by clicking on the silhouette. If a profile is not found, 

create a new profile  

 
 

 

●  

● If the additional guest has some of the same information as the lead guest (ie address) and does not 

have a profile created, you can duplicate the lead profile to bring their information to the new profile. 

Start by clicking on the arrow next to the Profile ID 

 

 

https://belmond-my.sharepoint.com/:w:/p/alison_gubbins/Ec12xszmHytLptwBlW6f8qkBgBIS5C5RqBAUqRwqSns6iw
https://belmond-my.sharepoint.com/:w:/p/alison_gubbins/Ec12xszmHytLptwBlW6f8qkBgBIS5C5RqBAUqRwqSns6iw


 
 

 

● Once the profile is open, you can copy the profile by clicking on the Copy button. You can then add the 

additional guests name and any other information and save the profile. You will then need to add the 

guest to the reservation under Guest Details. 

● You can change the primary guest by clicking on the arrow icon next to the primary guest name. Once 

clicked, a list of the additional guests will appear and you can choose from the list. You cannot make 

someone the primary guest if they are not already attached to the reservation.  

 
 

Booking 

Agencies 

Travel Agencies 
The Primary Booking Agency is the travel agency who is confirming the reservation. You can look up the agency 

from the Primary Booking Agency field at the top of the Record View. Click the spyglass to search for the agency 

● Search for IATA and verify the mailing address of the 

agency with the agent 

 If the address matches the profile that returns, click “OK” and the agency will be attached to the 

reservation 

 If the address does not match the profile that returns, still attach this profile in the Primary 

Booking Agency field. Then, search for the agency with the matching IATA and mailing address 

in the Secondary Booking Agency field. This is a branch of the primary agency. This IATA number 

will have additional characters on the end, ie BR. Attach this agency as well.  

 More information on Branch Agencies can be found here: HMS Booking Agencies 

Procedure.docx 

 

● If you cannot find an agency during your initial search, please use the following procedure to search the 

OSC: Lookup Organization or Travel Agency - InforHMS. You can access the Lookup Feature by double 

clicking the blue dot next to Primary Booking Agency 

Corporate Organizations 

Any time a corporate/negotiated rate is confirmed, the company must be added to the reservation in the 

Organization field. If you are unable to find an organization in a tenant, you can search and download the profile 

from the OSC lookup by double clicking the blue dot next to the Organization field 

  

 

https://belmond-my.sharepoint.com/:w:/p/caroline_buckley/EfX2y54Eu2ZEq3pHx7o_UcsBXj1qXT4EQwkO9K4i9uky1g?e=A8Gd22
https://belmond-my.sharepoint.com/:w:/p/caroline_buckley/EfX2y54Eu2ZEq3pHx7o_UcsBXj1qXT4EQwkO9K4i9uky1g?e=A8Gd22
https://belmond-my.sharepoint.com/:w:/r/personal/daniel_gonzalez_belmond_com/Documents/Lookup%20Organization%20or%20Travel%20Agency%20-%20InforHMS.docx?d=wc250c2a6e9f6472cacd9c1b0982af5e1&csf=1&web=1&e=LvHGz7


 
 

 

 

Mandatory Reservation Fields 
Follow steps under Checking Availability to search for rates & availability 

 
● Arrival and Departure Dates  

● Rate Plan 

● Source of Business: 

○ In-house team: PDV (Voice (Telephone) Product) or PDE (Electronic (Email & Fax) Product) 

○ CCO: CCV (Voice (Telephone) CRO) or CCE (Electronic (Email & Fax)) 

○ The front desk can use PDW (Walk-In Product) as well.  

● Secondary Source of Business: Reservation agent should leave default PMS 

● Room Type: Will auto populate based on room type selected in Rate Shop 

● Room Type for Charge: Should be the same as Room Type, unless upgrading the room category. 

● RTC Reason: Should use “Room Type Booked,” unless it is an upgrade. See Upgrading Room Category 

● Guest Profile: First Name, Last Name, and Country (as well as Country of Residence for EMEA2 & SA) 

● Guarantee: Will be added in the screen below

 
● You will choose the guarantee type from the drop down menu.  

○ Bank Transfer Pending - payment by wire/bank transfer 



 
 

 

○ Credit Card - credit card to guarantee  

○ Deposit Pending - deposit required for booking 

i. Note: Deposits may run automatically with night audit. If there are any manual 

instructions required (e.g. splitting payments on multiple cards), use guarantee type 

Credit Card and notify team responsible for deposits.   
○ Deposit – to be used once a deposit has been taken on the reservation 

○ Direct Bill - payment by direct bill 

○ Hold/Option - courtesy holds/ pay by link 

○ Manager Guarantee - use with approval to confirm a reservation without payment 

○ Waitlist - waitlist bookings 

○ Belmond Intercompany Transfer - when another Hotel is paying for the stay  

○ Group Delegate to Provide Credit Card details - Group reservations – guest will provide their 

credit card for payment  

○ Group Guarantee - Group reservations – room & tax go to master account 

● If you try to save the reservation and there are errors or mandatory fields missing, you will not be 

allowed to save the reservation. The following message will display 

●  

 

Additional Stay Details 
● Track: If reservation should be noted as part of a particular promotion or being booked by a particular 

method, use the drop down to pick the appropriate Track Code (On-Property reservations should have a 

guide to when this information is completed) 

● Reason for Stay: Choose from the list, when appropriate 

● Room: Room number assigned 

● DNM: Tick this box when you are allowed to guarantee the room number  

● DNM Reason: If DNM is ticked, you must choose a DM reason 

● Tax Status: Leave blank or mark as “Exempt” if the guest has tax exempt status 

○ All reservations for foreigners staying at a Peru Hotel should be marked as “Exempt” as they are 

not responsible for the 18% tax 

 

Confirming a Reservation 
● Clicking the save icon will save the reservation and the reservation screen will stay open. The icon is in 

the top left corner  

 
● Once confirmed, the confirmation number will appear at the top of the screen



 
 

 

 
● Send confirmation letter 

 



 
 

 

 



 
 

 

Arrival Details 
Users can add different arrival details for each guest attached to the reservation. You will need to make sure the 

guest’s name that you are adding the information to is highlighted. If the arrival information is the same for all 

guests, just add it to the primary guest 

● Once added, it will display at the top of the Guest Details page 

○  
● Arrival Date/Departure date: Adjust dates if guest is arriving/departing on another date that doesn’t 

match arrival/departure date of reservation 

● Arrival Type: Choose the method of transportation that the guest will be arriving on. If hotel is providing 

transportation services, then enter the information of the flight/ship/train that is being used previous to 

the Belmond service

 



 
 

 

 



 
 

 

Notes 
Use Notes to add free-form notes to a reservation. You can choose if you would like them to be internal or to 

have them printed on the confirmation letter/registration card. Any notes applicable to future stays can be 

saved to the guest profile.  

● Enter the note in the text box and choose the category of note. Most common options will be “General 

Notes” or “Reservation Notes.” Tick where you would like the note to display. 

○  
● Once added, it will display at the top of the Notes page. You can edit previously added notes by 

highlighting 

○  

Important: Notes must be written without PII (Personal Identifiable Information). The note section should only 

be used when there is no applicable booking field. Please see Profile & Reservations Notes for more information. 

https://belmond-my.sharepoint.com/personal/erin_slayton_belmond_com/_layouts/15/Doc.aspx?sourcedoc=%7B729DD278-8425-4B08-9F2B-68B88161AF42%7D&file=Profile%20%26%20Reservations%20Notes.docx&action=default&mobileredirect=true


 
 

 

 



 
 

 

Add-ons (Non-room items) 
● These are non- room items or services that can be added to a guest’s stay. These can include both items 

that the guest will be charged for or complimentary 

● Services to be used for arrival or during stay: transportation, meal plans 

● Items to be placed in room: rollaways, cribs 

● Click on the Add-on Icon in the top right of the screen.  

○ The choice of add-on is either a meal plan or any other non- room item 

○ Non-room bundles are a group of non-room items added together into a package (ie A Day Spa 

Package that does not include the guest room accommodations) 

● For properties where tax set-up differs between F&B/POS and Room Revenue, non-room items are split 

into 2 components: there is a price component, and an allowance component. Both are added to the 

non-room bundle, to ensure the revenue is allocated to the right department, and that the credit is 

applied correctly. 

○ Price component: the price component is used to deduct an amount from room revenue to 

cover some of the cost of the department who provides the specific service (e.g. F&B, SPA, 

resort services, etc.). This component always has a price set.  

○ Allowance component: the allowance (sometimes called just "credit") is used to provide the 

guest with the credit they are entitled to, so that anytime a charge is posted to the folio, the 

credit absorbs that charge up to the maximum discount set in this non room item. This 

component always has a 0 price (because it should not post any price) and has a discount 

amount. 

● If you are adding an add-on that should be charged to the guest (e.g. charge an extra bed, upsell), make 

sure the add-on attached is the "price component" 

● If you are adding an add-on as a complimentary item or credit (e.g. add the 110 USD credit for suite life 

package) , make sure the add-on attached is the "allowance" (the one with 0 price). 

● If you are adding an add-on that should be charged to the guest and also generate a credit to be used on 

POS posting (e.g. give an additional 100 USD F&B credit), make sure the add-ons attached are both the 

price component and the allowance. 

 

 



 
 

 

 



 
 

 

Trace 
When a Trace is created, there will be a pop-up window that appears to the HMS user with an important 

message for the user. The user must click “Close” on the pop up message in order to view the reservation. This 

can be used to alert for a surprise, special attention, and important information. 

● Select the Trace Delivery Method as “alert,” write a summary of the alert in “topic” and add more 

details as necessary in “trace details” 

●  
● Choose from the following options to decide when the trace will display

 
● An example of how the trace will display:

 
● Some reservations will have a trace that requires actioning. Once actioned, the trace can be marked as 

Completed 



 
 

 

  
 



 
 

 

 



 
 

 

Amenity Templates 
Room categories or rate codes that offer extra amenities can have Amenity Templates attached to them and will 

prompt you to add them to the reservation when booked.  

 

For example, Signature Suites and Villas will have an amenity template pop up. To add the extra amenities from 

the pop up, select the record and hit OK. 

 

 
Once the amenities are added, the amenity icon will be blue: 

 
If the icon is red, that means the amenities have not been added.  

 
 

Clicking the icon will open up the amenities record and will display the amenities missing. To add them, you will 

select all items, hit submit, and then hit save 



 
 

 

 
To remove any amenities, change the status from Active to Inactive 

 
 



 
 

 

 



 
 

 

Internal Action Requests 
If you need to alert a specific department to do something for a reservation, you can create an Internal Action 

Request from the Messages tab. For instance, this is what you would use to notify the Front Desk of a request 

that needs to be seen prior to arrival (i.e. – allergies, assign near rooms, etc.). The department will see the 

request when they run the daily Internal Action Report 

● Under Message Details, chose Internal Action Request 

○  
● Chose the department from the drop down list 

○  
● Type the message in the message box 

○  
● Choose the reminder date/time for when you want the email to be sent. Received date/time is the day 

the message was created 

○  
○ It is best practice to set the Reminder Date to the day after the reservation was made, so the 

relevant team sees the request as soon as possible 

● Hit save 

Preferences  
Preferences is where users will note guests room requests, arrival/departure notes, and other information. 

Preferences that are saved on a guest profile will automatically populate in the reservation once the guest 

profile is added to a reservation.  



 
 

 

● They are grouped by categories which include Room Requests, Arrival/Departure information, etc.  

● Save on the reservation only or to add the preference to a guest’s profile click “Save to Profile” 

● You will add a preference by going to the Preferences tab on the main menu 

 
● Users must click the spyglass icon to search and add preferences. If you already know the three letter 

code, you can search it in the top right corner. If you do not, you can type in the description field to 

bring it up 

  

● Users must click the “save” icon each time they add a new preference  

● Descriptor: When a preference needs more details can be added to complete information  

○ Some preferences have descriptors that say “non-validated selectable text.” In this case, you can 

freely type in the descriptor box. The preference will not allow you to save unless you type in 

the box. Example: BDY 

○  

Search for a Reservation 
From the Start Center, you can get to the search screen two ways  

● Under Front Desk, click Reservation Deck 



 
 

 

○  
● Under Front Desk, click Guest Stay 

○  
● Once you are on the Guest Stay page, users can search by a number of fields. The system is 

automatically set up to search Current (Today+Future) Guests, but there is a drop down menu where 

you can change exactly what type of reservation you are searching for 

● Most common search fields: 

○ First/Last Name 

○ Confirmation Number is the HMS confirmation number. 

○ Arrival/Departure Dates 

● Users can change the dataspy to return results based on what they have input. Each dataspy has the 

following menu, which makes it easier to search with whatever information you have 

  
● Once the user has input the data they have in the correct field, click “Run” to return results 

○ If there are multiple guests attached to the same reservation, the reservation will show up as 

many times as there are guests attached  

● Scroll to the right to view more details 

○ If you highlight the reservation, you will find the confirmation number located in the top left of 

the search screen. 

● Double-click the reservation to open the reservation 



 
 

 

Modify a Reservation   

Changing fields that affect the rate 
The following fields are associated with rates, so changing any of these fields may update the rate on the 

reservation higher or lower, depending on the current rate for those dates.  

● Arrival or departure dates 

● Room type 

● Rate code 

● Occupancy 

Removing Nights 
● Adjust the reservation dates on the main page of the Guest Stay Screen  

○  
● Click Save on the reservation 

○  



 
 

 

 

 



 
 

 

Adding nights 
● Adjust the reservation dates on the main page of the Guest Stay Screen  

● Open the Rate Plan field in order to display the Rate Shop Screen and click Search 

● You will see the current selling rates for the stay (The rates of the reservation may not match) 

● The dates that have previously been confirmed will have a green line above 

○  
● Quote the additional nights 

● If accepted:  

○ Exit out of the Rate Shop Screen & click save on the Record View 

● If the rates have changed, the System will ask if you want to Retain Current Rates. Choosing Yes 

will keep the original rates for the original dates, choosing No will reset all of the rates to the 

current rates. 

●  
● Note: Selecting Yes to Retain Current Rates may carry over the original rates to the additional 

nights. You may need to manually adjust the additional nights to the rates quoted. See 

Overriding/Discounting Rates 

○ Send Modified Confirmation letter 

● If not accepted:  

○ Click Cancel on the Rate Shopping screen 

○ Click the Reset Screen button to revert the reservation back to the original dates 

■  



 
 

 

 



 
 

 

Retaining Rates 
● If you are changing dates of a reservation and there are rate overrides, the system will give the following 

message before modifying the reservation 

 

● Choosing Yes will keep the overrides on the previously reserved rates in place, choosing No will reset all 

of the rates to the current rates. 

● If you choose Yes, the system will give you the following message 

 

● Choosing Yes will apply the overrides to the additional dates you are adding to the reservation, choosing 

No will not apply the overrides and the current rates will apply only to the new dates 

Changing the reservation stay completely 
● Adjust the reservation dates on the main page of the Guest Stay Screen  

● Click the Rate Code field to open Rate Shopping Screen 

● Follow the instructions for Check Availability in order to quote new rates and availability 

Recalculate Deposit 
● If a reservation has been modified and the deposit amount has changed, the “Recalculate Deposit” 

button will need to be checked so the correct deposit amount is displayed 

● If a reservation has been modified and the tax amount has not changed, is not showing or is incorrect, 

the “Recalculate Deposit” button will need to be checked so the correct tax can be recalculated as well 

●  

Overriding/Discounting Rates 
There are times where a user may need to discount a rate. For instance, a manager could approve a 10% 

discount. You will need to confirm the reservation under the correct rate code and change the rate after 



 
 

 

confirming reservation. Reminder: If a reservation requires multiple rate codes, it will need to be split into 

separate reservations. You cannot confirm a singular reservation with multiple rate codes 

● Once confirmed, find the Stay Wizard icon in the top right corner 

○  
● Chose Override in the drop down menu for Rate Instruction 

○  
○ Once chosen, you can type in the rate quoted in the Rate field. You will also need to note a Rate 

Reason  

● Users can choose which dates to apply the changes to in the Start and End Date fields  

○  
● Make sure to put a note in the reservation to say why you are discounting the rate. 

 



 
 

 

 



 
 

 

Updating a Credit Card on a Reservation 
If a guest would like to change the credit card on their reservation, they can do this over the phone or by email. 

If they would like to do it over the phone, you can click the New button under the credit card in the Guarantee 

section of the booking 

●  

If they would like to do it over email, you can send them an Update CC email directly from the Vision Conf Letter 

Tab in HMS. 

●  
They will receive an email like the below: 

•  

Note: The reservation cannot have the Guarantee Status of Hold/Option in order to send the Update CC letter. It 

must be under a different status, such as Credit Card, Deposit Pending, or Deposit. 

Duplicating vs Copying a Reservation 
While this function allows a reservation to be duplicated, it does not include checking availability and rates for 

the new reservation. Agents must follow steps to Check Availability before using this function. 

● To Duplicate a reservation, find the icon in the top right corner  



 
 

 

○  
○ It will ask if you would like to copy the guarantee method. By selecting “yes,” the credit card use 

to confirm the original reservation will be used to confirm the duplicate reservation, without 

having to have the guest repeat it  

○ Once duplicated, the following pop up will appear. After closing the pop up, you will still be on 

the Record View of the original reservation 

○  
○ Note: The duplicate function will not work if there is no availability in the room category of the 

original reservation. A pop-up will appear that says “0 of 1 Reservations saved based on 

Availability.” 

● To Copy a reservation, find the icon in the top left corner  

○  
○ Once the icon is clicked, it will copy the reservation without the credit card details. All other 

details of the reservation will be the same. Once you get the credit card to guarantee, you will 

need to save the reservation and you will get a confirmation number 



 
 

 

 



 
 

 

Cancel a Reservation 
● The status of the reservation will be displayed at the top of the screen 

● Hover over the door icon next to the “Status” field 

○  
● Choose a cancellation reason from the menu that appears and make any appropriate notes in the 

Cancellation Note section 

○ Act of God: This term typically refers to events that are caused by natural forces, without any 

human intervention. Examples include hurricanes, earthquakes, floods, volcanic eruptions, or 

other severe weather events. 

○ Trip Cancelled: Guests no longer travelling 

○ Duplicate Booking 

○ User Error / Training / Test 

○ Expired Option Date: Space being held has been released 

○ Force Majeure: This is a broader term that includes both acts of God and other events beyond a 

party's control, such as war, terrorism, labor strikes, government regulations, or pandemics. 

○ Lost to Another Source: Re-booked via travel agent, tour operator, OTA, etc 

○ Room Move Scheduled 

○ Other Reasons 

○ Price Resistance 

○ Resort Closed for Season 

○ Restriction LOS: Cancelling due to length of stay requirement  

○ Illness 

○ Waitlist Denial: Use to cancel waitlist reservations 

○  
 

● Once reason is chosen, the system will process the request and the status will show Cancelled

 
● The cancellation number is found at the bottom screen titled “Reservation” 



 
 

 

○  
○ *Note: Once a reservation is canceled it should NOT be “reinstated”. While HMS has this 

function of reinstating, this should not be used because our CRS system SynXis will not recognize 

the reinstated reservation. If a cancelled reservation needs to be remade, it should be done via 

the copy function  

Reinstate a Reservation 
If a reservation has been cancelled in error, the reservation can be reinstated by clicking the “reserve” button 

next to the status 

 

If the same category and rate plan are available, the reservation status will change to Reserved and the 

reservation will be active again. The confirmation number will stay the same. Originally confirmed rates can be 

honored up to 24 hours after the reservation was cancelled. After 24 hours, rates need to be re-checked. 

 

If the category or rate plan is not available, you will not be able to reinstate the reservation. You will receive this 

message: 

 

You should move forward with rechecking availability and reinstating the reservation with the updated 

availability. 



 
 

 

Room Assignments & Upgrades 

Checking for Specific Rooms Prior to Quoting 
● There are instances where users will need to check that certain rooms are available before quoting, if 

selling a Villa or Cottage that needs to be built.  

● Start at the Reservation Deck 

● Select Room Plan at the bottom of the screen 

○  
● This screen will show you the rooms in numerical order, their current status, and if they are preblocked 

○  
● Under Search Criteria, you can select the specific room types, numbers, or attributes that you are 

looking for. You can find the full list of room attributes here 

○  
○ You can search month by month and it automatically shows you what is available starting with 

the first of the month. Or you can choose which date you would like to see availability starting 

from by clicking the calendar icon 

○  
○ Use the arrows in the top right corner to shift the room plan display by date 

○  
● At the bottom of the room plan, there is a Legend that explains the different colors and icons 

https://belmond-my.sharepoint.com/:x:/r/personal/caroline_buckley_belmond_com/_layouts/15/Doc.aspx?sourcedoc=%7B9D89E0E7-8D52-46C4-B9D1-B941D6651D8E%7D&file=HMS%20attributes.xlsx&action=default&mobileredirect=true


 
 

 

○  

Room Blocking 
● From the Record View, find the Room field and click the spyglass 

● If Preferences are saved on the booking, the system will only return available rooms that have the 

features requested. If you want to search all available rooms or by additional features, adjust the Room 

Attributes field using the drop down menu 

○ You can narrow down which rooms you want with the following fields, in addition to Room 

Attributes 

○   
● Search for Connecting Rooms by typing CON in the Room Attributes field.  

● To choose a room, click the blue door next to the room number 

● Click save 

● The room is now listed in the Room field 

● To make room Do Not Move, check Do Not Move 

● You must provide a reason why the room is assigned DNM. Choose a reason from the “Do Not Move 

Reason” dropdown 

 

Upgrading Room Category 
● There are times where an agent may upgrade a room- see specific hotel rules. To do this correctly, 

follow the steps below 

○ Select the Room Type. This is the actual room category that the guest is staying in 

○ Select the Room Type for Charge. This is the room category that the guest will be paying for 

 



 
 

 

○ It is mandatory to select a reason for the RTC. Choose from the drop down menu 

 
○ When you save, the system will ask if you want to retain current rates. Select “yes”  

● If the guest should be charged for the upgrade, then apply the Add On: “UPSELL” or “UPGRADE”. Change 

the Unit Price based on additional cost of the upgrade. The nightly rate in the reservation will stay the 

same but the guest will be charged an extra amount each night and this Add-on will appear on the 

confirmation letter.

 



 
 

 

 



 
 

 

Direct Bill 
● When confirming a reservation, select Direct Bill under the Guarantee Type 

○  
○ One selected, the A/R Account Section will be mandatory. Select the account it should be routed 

to from the list 

○  



 
 

 

 



 
 

 

Auto Transfer 
● Users can set up routing to a different credit card or a different reservation altogether  

● Click the Auto Transfer Tab 

● To Account defaults to the guest’s account. You can bill someone's entire stay by choosing a different 

Account to route to.  

● To set up routing on the same account, you will need to choose a different folio under To Account Folio 

○  
● Choose Code Type 

○  
● Choose the correct code(s) in the popout menu.  

○  
● Hit save 

● Click on Folio 

 

 

● Click on Folio Settlement  



 
 

 

 

 

 

 

 

 

 

● Choose the folio you choose for To Account Folio. You will see that transfer rules have been established 

 

 

 

 

 

 

 

 

 

 

 

● Under Settlement Type, choose the correct card type. Use the option without the asterisk  

● Type in the card number 

 
● If setting up routing to the card on file, click the card search button and select the card 

 
 

● Once the card has been added/selected, write a description of the charges, ie “room and tax to VA 

ending in 5422” 

 

 



 
 

 

 
● Click Save 

 
● Click Close 

 

 



 
 

 

 



 
 

 

Bank Transfers 
Guests may request to pay for their reservation by bank transfer.  

○ Use the guarantee type of “Bank Transfer Pending” 

○  
○ Take a credit card to guarantee the reservation. Let the guest know that if the transfer is not 

received, the team that manages deposits will contact them and may charge their card. 

○ Make a trace in the booking noting the guest will be paying via wire transfer and to contact 

them directly if the transfer is not received. See Traces 

 

 



 
 

 

 



 
 

 

Confirmation/Cancellation Letters 
● To send a confirmation letter, scroll to the Vision Conf Letter tab 

○  
○ Under the “Letter type” drop down menu, select which letter you want to send.  

○ There is a dropdown menu to choose the recipient email address: primary guest, caller, or HMS 

user 

○  
○ If there is need to send the letter to someone other than the primary guest or caller, you can 

select yourself for the "recipient" and still manually enter any other email addresses in the CC 

field. 

○ Once loaded, you can add other email addresses you would like to send the confirmation letter 

to, as well as additional attachments 

○  
● To manually edit a confirmation letter, click the “edit content” button at the top of confirmation letter 

○ Once in design mode, you can edit the confirmation however you would like 

○ To stop editing, click the “edit content” button again 

● If you want to see what has sent, you can go to the History tab 

○ It will show where the email was sent, when it was sent, and if it was a confirmation or 

cancellation. You can click the listing and open the exact email that was sent 

○  

 

   

 



 
 

 

 



 
 

 

Pay by Link 
If a guest would like to confirm their reservation via email, we can send a secure link directly from HMS. 

• Enter Booking in HMS (See: Mandatory Reservation Fields) 

• Select Guarantee Type: Hold/Option 

 

• On the Vision Confirmation Tab, select “Guarantee” letter 

 

 

• Set Payment Link Expiration 

 24 hours (default): Use for most bookings 

 12 hours: Use for bookings within 1- 3 days of arrival  

 48 or 72 hours: Use for exceptions with approval only 

 

• Send letter to primary guest email and/or the caller email with link  



 
 

 

 

• The guest and/or caller will get the following email: 

 

• If the card is submitted within the time frame, the card will interface into HMS, the guarantee type will 

change to “Credit Card” or “Deposit Pending,” and the primary guest or caller will receive a confirmation 

letter 

• If the card is not submitted, the reservation will automatically cancel, and the primary guest or caller will 

receive the following email: 

 Note: If you send the initial Guarantee email to both the primary and caller email, they will both 

receive the confirmation email or release of space email 

 
 

Waitlists 
If you Check Availability and the hotel is sold out, or there is a minimum stay requirement that a guest cannot 

fulfill, you can create a waitlist reservation so the guest can be contacted if anything opens up. 



 
 

 

● If nothing returns when you check availability and the guest wants to be added to the waitlist, follow the 

steps to view Viewing Rooms and Rates that are Not Available.  

● Check Rate Override 

 

● Gather the guest contact information as though you are confirming a reservation. You do not need to 

change the rates to zero. 

● Under Guarantee, choose Waitlist 

 

● At the top of the screen, change the status to Waitlist. This will confirm the waitlist reservation. 

 



 
 

 

 



 
 

 

Additional Reservations Features 

Confidential Rates 

● There are times when you don’t want the guest to know the rate on the reservation. For example, when 

someone else is paying for a guests’ stay and they don’t want the guest to see any rates or charges. 

● Under the Stay section of the reservation, you can check the Confidential Rate box 

○  
● Once the box has been ticked, the rate will not show on the confirmation letter or any other guest facing 

documents (i.e. registration card, guest folios, etc). Seeing it ticked should also alert the agent to not 

disclose the rate to the guest. 

● Certain rate codes can be set up to automatically have confidential rates, such as third party bookings.  



 
 

 

 



 
 

 

Audit Trail 
● The Audit Trail will show you any changes made to the reservation, who made them, and when the 

changes were made. There are two ways to see the history of a reservation 

○ Right click anywhere on the Record View Screen 

○ An option for Audit Trail will come up 

■  
○ This option will show you a quick overview of the changes made  

■  
○ For a more in depth look at the changes, double click the confirmation number at the top of the 

screen 

○ This will show a more detailed version of the changes 

■  



 
 

 

 



 
 

 

Folios  
● To send a folio to a guest after their stay, find the email icon on the Record View page, in the top right 

corner 

○  
● When you choose the folio option, a popup screen will appear. You can choose which folio to send and 

additional email addresses to send to. Be sure to untick Include Credit Card Details 

○  
● Hit “Submit” and it will send out the folio 



 
 

 

 



 
 

 

Consumption Reports 
You can generate a consumption report to see the amount consumed for credits applied to a reservation, like 

Consortia or Package credits. It will show each credit's allowance, consumed, remaining, and overage amount by 

date.  

● To generate, go to the Folio tab of a reservation: 

 

 

● Select the drop down on the printer icon and chose "Consumption Report”

 

 
 

 

 

 

 

 

 

 

 

 

 

 



 
 

 

Associated Reservations  
If you want to link reservations to each other, you can associate them. Reservations are most commonly 

associated when one party has booked multiple rooms. The reservations do not need to have overlapping dates. 

● Go to Associated Reservations on the top menu bar 

● Find the Actions box and choose Associate Existing option 

○  
● Find the reservation you would like to associate, select it, and click submit. The reservations are now 

associated  

 
● You can Un-Associate reservations by choosing the option from the drop down menu and choosing 

which reservation you want to unassociate  

○  

● To open an associated reservation from the Associated reservation tab, select the reservation you would 

like to open, and click the red pencil next to the confirmation number 

○  

Note: Do not hit save after associating reservations. Hitting save will automatically create a duplicate 

reservation 



 
 

 

 

Incognito Profiles  
Users can make a profile incognito for high profile guests. An alias name will appear on the reservation and 

certain reports. Only authorized users will have access to the real name of the guest. The Alias will be searchable 

in the data spies  

● The Incognito function is located to the right of the Guest Profile on the Record View of the reservation. 

Once the Incognito box is checked, the NGR is automatically checked and Alias name fields become 

mandatory  

 

 



 
 

 

Attaching Documents 
Users can add documents to reservations, such as a credit card authorization form.  

● Go to Documents on the top menu bar 

● Click Create/Upload Document  

○  
● Click the file icon next to File Name and select the document you would like to attach.  

○  
● Hit “Submit” 

 



 
 

 

Proforma Invoices 
A proforma invoice is a preliminary bill that can be sent when a guest or agent is pre-paying for a stay.  

• To send a Proforma Invoice, select envelope icon in the top right corner of the Record View 

•  
• When you choose the Pro Forma option, a popup screen will appear. Tick the email box to email the 

invoice directly from the system. If there is an email on the guest profile, it will populate in the email 

address field. You can add another email address in the Additional Email Addresses field 

• Click Submit to send 

 

Rate Information 
When opening a confirmed reservation, you can easily see the rate inclusions and deposit/cancellation policies 

by clicking on the Rate Information icon next to the rate plan. 

• On the Record View of a reservation, click the “i” icon next to Rate Plan 

 
• This will open the Rate Information screen, displaying the rate description, average daily rate and total, 

and deposit/cancellation policies  
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