Introduce the guest to the driver
if an Ambassador is also present

v
RESOURCE LIBRARY - CONCIERGE Explain the timing to the guest
Flowchart Process - Pickup Service 7

Cobe:  03.04.010 Offer drinks and food to the

guest according to the time

v

Offer a face towel (cold or hot

Pick-up service

depending on the season)

v

Introduce the communication

v

Check if there is any delay
especially with the flights

v

Car arrives at Sofitel minimum15

card and the music menu

v

Introduce the WIFI device

before leaving the hotel for

setting up the amenities v

v
Preparation of the car Yes Does the No
guest want
v some music?
Departure, on time, of the car to | 1hour 15 minutes before the
the airport or the train station touch-down of the plane Y
v Activate the music Keep it quite
Guest greeting at the accordingly
gate

Is the

Confirm the No
guest name & Call the hotel temperature
i i alright?
information
Regulate accordingly
\ 4

Confirm the
service with
the guest

Provide an alternative

and assistance Start the transfer and call the
hotel

Is everything
alright with
the luggage?

Is the guest a
VIP?

Yes
< Call the hotel to inform Car check-in
: |
Check the quantity of luggage ;V
v Ambassador should talk with the
Escort the guest to the guest according to the guest
car wish (see suggestions’ list)

v

Call the hotel 10 minutes before

arrival, give the detailed
information about the location

Next pick-up
service

> Arrival at Sofitel

and inform the guest

1
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