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Group check-in Sequence of Service

HIBANEBR S5 12 FF

1. Prepare group check-in list #E4¢ F1BANAE 2
2. Prepare room keys & information packagefk £ 55 1] £ =L Al

fE R4S
3. Greet group leader and group members i 45 A A1 ik 51
Explain group check-in procedures iR [ BA AT i 72

Present Keysi# 22 £ it
dentify Guest's Immediate Needsfifiih & N\ & 275K

Escort Guestii%E % A

N oo &

8. Bid Guest Farewell[] 2% A 45 51

Reservation / Shift leader
e S HE
ReceptionistfZ 1+ i1

Shift Leader / Receptionist
YT HEAF R

Shift Leader / Receptionist
YA TR
Receptionistf 15 i1t
Receptionistf 15 i1
Receptionist / Bellboy 4
R/ATZ R
ReceptionistZ 4+ i1

1. Prepare group check-in list/f % I RA N F

= Assign rooms to the group members according to agreed reservation details

SrECBEIE], AN R SR T T R 4
= Print out group check-in list for guests’ signature upon arrival

T ANERMPE NI R

2. Prepare room keys and information packagef 2% 55 [E] SHREFI{E B 4%

= To accelerate the check-in
N T IR I FEANAT T8
e pre-code room keys
TRAeAts b5~

e Prepare key packet / welcome booklet

A 1 D1 B AT T3

o If requested / needed prepare envelopes with additional information material

IR R BEUE R L R UM B A5 &
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3. Greet Group leader and group members X 4% BA A 5% 17
= Greet the Guest as soon as you make eye contact with them
R H Gz NFEfb i — ZDT 46 LRI EE 2N
= There should be a system in place in which the bellman communicates the arriving guest’'s name
POAZWE —MEEH RS, R ATE R N4 5 2A 2 N
= Observe the guests to determine their mood or situation:
ML EE 75 N A 72 AT T ) oA AR 100
e Are they hungry?
flf 1A ARk T ?
e |s it anyone of the group anxious to get to their room?
B2 SR A N S e E o ] 2
= For the group leader:4i A
e “Welcome to Hotel XYZ Mr. Smith, | hope you and your group had a pleasant journey.”
B, 7 IR HI BT PEFCN TR S FELFHIIT L -

= |f the reception area becomes busy, it is a receptionist responsibility to ask the appropriate individuals for
assistance to ensure that all guest are taken care of in an appropriate amount of time.

USRS IX SR ARF Ak, 57 A DU ZORIR B BhBL, AW ORITAT (0% N AEE = (1R[]
Y0 Bl PN A5 258 = B

4. Explain group check-in proceduresfifRe B A E T2

= Depending on group size, either explain the procedures to the entire group or the group leader to pass the
information on to the group

MRE BN B RS, B 1m A A A Rk s e 2 A 1) [ BA A g
= Explainfiffs:
e How to receive the key {35 i 4H i
o How to signfii{a 2
e Passport procedures? e it ¢
e Luggage identification procedures{7 ZsH 5l il F&

5. Present Keysi# 32 44 &L

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

R URATTR I Sk R A PRL A 45 2 N B 4716 2 N BIAATT I 55 18]

2
The largest FREE resource tool for Young hoteliers and seasoned professionals

©2015 INNARCHIVE.COM



CODE: 03.03.005

RESOURCE LIBRARY - FRONT OFFICE

Group Check-in Procedures EDITION: 1

PAGE 30F4

= 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.

U3 e of 1)U PSP DA SN (T 0 vy P TR (R 0 L e B TR R 7T A B
FAREAATTR B 8] S A ANAE P E b A AT 22 2= i S A

6. Identify Guest's Immediate Needs#fiiA % N B2 F R

= |f not previously arranged ask the group leader if they need assistance with their luggage. Label luggage
accordingly to avoid confusions.

WRBA R ZH, WSS RET SR ERITERE, B RIREL.
= Provide information that is relative to their individual needst it 5 A 14~ A %15 B
o identify who they arefifi <& fi I 1 /& if
e understand their mood P fFE At A T Lo 15
e adapt to their immediate situation:& N Al T HiF 45750

7. Escort GuestiiE & A

= |f Reception is responsible for escorting guests, ensure you walk them to the elevator
WERFT & M TTHIR 2N, B ORARIE AT 3 HAH

= |f you believe the guest does not want an escort give them the option
WERARARE 2 NI, S AT E ik

= Some guests will be in a hurry, tired, or a return guest and may not wish to have an escort —%£% A 1R 4
. RIGEUR %, AlReAdA Bk

. Eeca!l you early conversation with the guest and points out a hotel feature that they would appreciate

nowing

Bl RE AR i B 5 5 MRS TG AT R HH S A ZhRE, XA RER AT 52 1

8. Bid Guest Farewell 7] 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.”

FEAR AR N RN IR 2 /T, W A 1R A2 T IR Re i 2 A AT ISR AL AR FE Bl . ZEAL 7 LU 15
LA 4 2 RS T T | 2 S B R R

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

I 2 N FH 2 N IR 44 G i s L G, 22 2 L T I R 8
= |t 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
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