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Policy: VIP refers to Very Important Guest. Although all guests are important to the hotel, there are distinct
criteria which differentiate some guests, for example: return guests/loyalty members; long stay guests;
heads of companies, heads of state etc.

A VIP guest can influence the success of the hotel; she/he can generate more business or entertain others,
consequently bringing the hotel business.

The VIP status is exclusively authorized by the General Manager, Director of Sales & Marketing, and/or
Operation Manager who will also decide the type and quantity of amenities to be given and/or any gifts
deemed appropriate.

The VIP treatment accorded to a guest aims to reflect the importance of the guest in such fields as cultural,
political, professional and social.

The benefits given to a VIP must be defined and recognized upon reservation.
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Goals: To provide professional and consistent service and maximize the revenue.

Hr: AR, RREIIRS, fEmin.
Steps P T&:

The Reservation department must forward all VIP requests to the Welcome Manager and Front Office
Manager for the date of arrival.
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Hotel General Manager, Director of Sales & Marketing and/or Operation Manager must be informed of a VIP
request.
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In order to ensure that the reservation is accurate and contains all necessary details, the following
information should be requested from the guest upon booking:
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1. Position/title within his/her company
HAAL
2. Company name/contact address
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3. Room type - if upgrade to be given, this needs to be acknowledged by the GM
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4. Flight details/train details/journey to the hotel/time frame - ETA
WUHEAE 2/ 5 45 B /AT RE Sk - TR [A]
5. Pick up required or airport assistance
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6. Any other special requests
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The reservation department will reconfirm with the Welcome Manager and Front Office one day prior to the
expected arrival date in order to ensure that the booking is still valid and accurate.
Personal details will be released pending the discretion of General Manager or/and Operation manager.

1
The largest FREE resource tool for Young hoteliers and seasoned professionals

©2015 INNARCHIVE.COM



CODE: 03.01.062

RESOURCE LIBRARY - RESERVATIONS

VIP Guests EDITION: 1

PAGE 20F2

FEVIPZE NFIHRHT— K, TUE AAUINGE KAE AT IT B R, BN BUE A BUE . R4 2B E/ DL s s &

PR L E fe 15 7 ZRVIPR B MR BAA .

All VIP arrival rooms must be checked by, at minimum, the Welcome Manager, ensuring all facilities are clean
and in working order (depending on hotel’s VIP program).

All VIP arrival reservation profiles must be checked for spelling, address and accounting details during the
reservation audit of next day’s arrivals.
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It is the responsibility of the Welcome Manager to notify all departments in the event of a VIP room change
after the distribution of the VIP status list.
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The Telephone Operator, Room Service, Front Office and Housekeeping Departments must be informed of
the name and the room number of the VIP. All VIP information must be clearly displayed and highlighted on
the respective department’s notice boards and team briefings.
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