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POLICY STATEMENT/BUSE 5
To assist the Assistant Manager in handling undesirable hotel guests.
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PURPOSE/ H ¥
Security Officer on duty is required and expected to play a critical role to control the hotel situation if
encounter guest misbehave or giving cause for alarm or concern.
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PROCEDURES[EE

1. This can take many forms:-iX 1~ J1L AP 5 2

a) A guest “getting fresh” with our female staff.
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b) A guest becoming boisterous after some drink.
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c) A guest threatening our employees.
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d) An unruly guest damaging hotel properties.
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e) An unruly guest misbehaving and causing a disturbance to other guest.
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f) A guest making a nuisance of himself.
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2. In all these cases, the Security Personnel is expected to play a critical role to restore peace and
order. To do so, he must act promptly consequences may be sufficient to diffuse the situation.
Depending on the circumstances, the Security Personnel should adapt an accommodating and
receptive stance guided by two fold objective
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3. In most cases, patient counseling, lending a sympathetic ear, an occasionally friendly gesture, or a
thinly-veiled threat (of unpleasant consequences) may be sufficient to diffuse the situation.
Depending on the circumstances, the Security Personnel should adapt an accommodating and
receptive stance guided by two fold objective:-
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a) Toremove the immediate threat to our staff
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b) To bring the guest back to his senses to realize the wrongful of his action.

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

©2017 INNARCHIVE.COM



RESOURCE LIBRARY — SECURITY
Obnoxious Guests

CODE: 03.19.010
EDITION: 1
PAGE 20F2

e NIRRT S DME LA TR B B S RIEHRAT N,

4. If need any further assistance to notify Assistant Manager / General Manager.
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