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1. Greet Guestill 3% A

Greet the Guest as soon as you make eye contact with them
BRI H G2 N Bl ) — 2T a6 S B 25 N
There should be a system in place in which the bellman communicates the arriving guest’s name
ROAZWE —ME S RS, KT R N4 5 282 Nl
Observe the guest to determine their mood or situation:
M EE 25 N A 8 AR T oA AR 100«

o Aretheyinahurry?fbfi 1 EHE &7

e Isita family anxious to get to their room?,& 75 5 \3& 2t A\ 5 18] ?

e  Will they want a lot of information?ft /1 /& 75 & A8 BAR £ (5 E.?

o Arethey a return guest or is it their first time? Al TAs 5 238 2 55— IR 315k ?
For Guest Who Are Checking-In:
TN, HERIPEANAE:

e First time guests with a reservation,” Welcome to XYZ Hotel City. "

EIREDRE, HHGEREN, "HUKES

e Walk-in guest without a reservation, “Welcome to XYZ and let me check to see what we have

available.”

I NEETE, "HNHKE] i FREGEINTAT 4 A L 1A
e Guest returning, “Welcome back to XYZ, Mr. Smith.”

[ 2 "KM FEA KT LR IEAE

If the reception area becomes busy, it is a receptionist responsibility to ask the appropriate individuals for

assistance to ensure that all guests are taken care of in an appropriate amount of time.
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IR XIARH A, Ay
] P A5 2803 2 O

A SUEZORE A B, LA OR T B3 A AEE 2 I TR)

hi

2. Locate Reservationdt 2! 1ii &

Once you know the guest's name locate their reservation
FETIE Tk 2 2 N Bk 44

If it is a difficult name to pronounce, ask for the correct pronunciation and make a note of it in the computer
system

MR NHARED S, ERZE NG 5IEHIPHE, I HAEOperalFidelio /1R AL R 4t hx
b

If the guest name does not appear in the computer, you may want to ask the guest for correct spelling of
their name

IR N A B BT SR, B IRESR S NG B i 5t

A second alternative will be to ask the guest for a confirmation number, in case you are still unable to locate
the reservation.

ERARAI A TEEAR R BUE, 73— Rl REVE R R B N4 HTUE 5 69

3. Confirm Preferences#ii\ & i

Present registration card and confirm reservation information
12 A2 E DR AR A TUE 5 B

Signatures are needed for first time guests, but not for return guests — national laws apply
HIRERENZEA, WA E-E R eV
Confirm address and departure date
BB EAT S H 3

Confirm room type and rate

BN s BRI

Confirm special requests

BN IR K

Confirm method of payment

BN AT T 2K

If the guest is traveling with a second person and the reservation does not indicate this, verify if that person
needs to be registered for phone calls and/or key access

MARENAE A NFEAT, EEIEATEA, WLNRITHAEEHES IS R
TWEZ D A s ) A
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4. Present Messages E Bif FIE B

Present the guest with any faxes, messages and/or mail received for her/him prior to her/his arrival.
BNBILIEX—ZI R )2 N, A5 BB

If the hotel is holding mail/packages for the guest arrival in a mailroom located away from the Front Desk,
please offer to have a runner bring these items up to their room

ARG O A B AN EF s REE, TF RS AV 2L 2T B

If the guest’'s accommodation is not ready, review the display all messages in the computer and print any
messages received.

R N5 1R AT HE R 4, BT AL A I NRIE S, 3T R A B 115

I

5. Register Guest&F it &/

Use this time to identify why the guest has come to your city, leisure, group, business, etc.
MR IZANS 8] 1 Jea 2 N R BX AN, A, BIRA, w5555
e Use this information to determine what they may need to know about the hotel and it’s features.
AR X LA SR o A AT 75 7 A PR I e A
Once you have received the method of payment, register the guest in the computer system
—EAREE AT T, R RN &L A
I the room is not ready follow the hotel’'s procedure — arrival before/after regular check in time#1 5 5 ] &
VA F IR I A e 4 25 07~ 2 A 21048 B A2 1B NI ) 22 Ak
Insert local procedures

AN R UR

6. Present Keysi# 32 £H Rk

Depending on your hotel, the key packet may be given to the guest or the person escorting them to their
room

IR EARATT T e B SR B U AT 25 75 N B 438 25 N BIAATT ) 5 8]

Prepare key packet.

HERHA A

Inquire to the guest the amount of keys they will need and provide/create.

AR 2 N HA) 5K ) 0/

For security reasons, we inform the guest of their floor number and not their room number and stipulate that

that room number is on the key jacket. You may explain that there is no room number written on the key for
safety reasons.
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ATz R, BRI AT R AR AATR B R St By la) SR a F o AR
BEREARAT B0 b 6] 5 A5 AN E B RE b T AT T 2 A i S AL

7. Identify Guest's Immediate Needs#iA B N E A F R

Ask the guest if they need assistance with their luggage.
W) 2 N5 R EAT B
Provide information that is relative to their individual needs:
Fefit S5 AA TN NAHRAE B
e identify who they arefifi & il T2 i
e understand their mood B i f Al T fr) 0175
e adapt to their immediate situationig S At 417 H §if (145 15

8. Escort GuestiFiE & A

If Reception is responsible for escorting guests, ensure you walk them to the elevator

WERFT G DT IR N, B ORARIE AT 2 HLAh

If you believe the guest does not want an escort give them the option

WERVRA S 2 AR EIX, 4] H Sk

Some guests will be in a hurry, tired, or a return guest and may not wish to have an escort

—UB NRAI . EAEEGE %, AJReAR IR

Recall you early conversation with the guest and points out a hotel feature that they would appreciate
knowing

Bl A8 AR B 5 e MRS 1 AT HHEE 9 Zhae, XA RER MM 5 1M

9. Bid Guest Farewell i 2 A\ 45 31l

Before you thank the guest, ask them if there is any other service you may be able to assist them with, “Is
there anything else | may do for you?” or “If you need anything please do not hesitate to ask.”

FEVR F) 25 NS 2 B, W [ ARAT TR 2 1538 Re g 45 A 15 B AR R R B . 848 7T LY I
(] 4 7 YR 77 B A i R E U

Thank the guest and bid a fond stay using the guest name, Thank you Mr. Smith and please enjoy your stay
with us at XYZ Hotel....

IR N R FH N I 58 i i B s B A, 7 ST T i i 8

It is customary in many countries to tip, however there are times when a guest may be unfamiliar with the
custom. Tipping is also voluntary; it is not something a guest has to do

4
The largest FREE resource tool for young hoteliers and seasoned professionals

©2015 INNARCHIVE.COM



RESOURCE LIBRARY - FRONT OFFICE
Check-in Procedures

CODE: 03.03.002
EDITION: 1
PAGE 50F5

ERZ EFEA /N, EEARZNEN TSR N RER RN . NEE% NB RN,

AR NAL I o
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