GROUP HANDLING CHECK IN AND CHECK OUT

ARRIVAL

All groups arriving in the hotel will be met by a host. This host will be, in order of preference:

1. Group co-ordinator.

2. Guest Relations manager.

3. Japanese, or Chinese, or Korean speaking person (not a hotel employee).

4. Front Desk manager.

5. Director of Sales & Marketing, or his/her Assistant.

6. Public Relations Director.

7. Sales manager.

This host’s function is to welcome the group displaying a full understanding of their program, as we know it. For example,

· Welcome everybody to the _____________Hotel.

- Ladies & Gentlemen, you are welcome to the _____________ Hotel

· Registration will take place here, Ladies & Gentlemen

· Ladies & Gentlemen, please present your passports and visas. These must be registered and they are required to be on your person if you are out of the hotel.

· Ladies & Gentlemen, you will be with us for three days.

· Your dinner is reserved in the Landskrona restaurant for tomorrow, (indicate the restaurant), Ladies & Gentlemen.

Then sell on the other facilities.

· Ladies & Gentlemen, we also have an excellent rooftop restaurant with a great European menu.

· Ladies & Gentlemen, there is a Russian Folk-show tonight in the Russian restaurant “Admiralty” (indicate), free vodka all dinner long.

· The host then wishes all a pleasant stay and indicates the welcome drink if relevant.

- Dear Ladies & Gentlemen, I am happy to offer you a welcome drink  wish you all a  

   pleasant stay with us.

GROUP CO-ORDINATOR

The Co-ordinator takes the tour leader aside to go through all details

· Billing.

· Breakfast times and location (Imperial?), a special Asian or Japanese corner.

· Last day breakfast (early departure?).

· Lunch In/Out.

· Dinner. Anything arranged. Offer group prices  $29 for Lunch $45 Dinner (1 glass of Champagne included in dinner). 

· Tour and excursions.

· Check out time and baggage movement.

RECEPTION STAFF

During this time the reception staff will be checking in the group and welcoming them also.

· May I have your signature here, please, Mr. Miller? 

· May I have your passport and visa for registration, Mr. Miller?

VISA REGISTRATION

All visa will be stamped at check-in and the number and expiry date will be recorded on the registration card for entry in Fidelio later. All passports and visa will be immediately returned to the guest.

· How will you pay for your extra charges, Mr. Miller?

· Your room is (a Twin, Double, Single), Mr. Miller.

· Your room is room number XXX ,(Point at the number), on the Xth floor, Mr. Miller.

· Indicate where the elevators are and how to use key-cards in the elevator.

WAITERS

Waiting staff will have prepared chilled champagne if relevant and glasses for check in. The champagne will not be poured before the group arrives at the hotel. This will be served as follows:

· Greet the guest

- “Good afternoon, Ladies & Gentlemen (Sir, Madam)”

· Eye contact and smile

· Offer champagne on trays

“Have a Welcome drink, Sir (Madam)”

Upon completion of check in procedures the guests will be shown to the elevators and wished a pleasant stay. Any changes to the details will be communicated to the relevant departments by the group co-ordinator.

CHECK OUT

Each day the next day’s checkouts will be checked and compared to the duty schedule of the bellstaff to ensure that there is enough staff available to bring down the luggage.

The night before check out the night auditor will check:

· The Master account is correct

· The individual extra bills are in order

· There is supporting documentation for the Master account.

· The billing address is correct on the Master account.

SHIFT LEADER

In the morning the shift leaders will:

· Print a group list for mini bar to check the rooms in good time

· Check with concierge that bell staff have group lists

· Make sure that staff are not scheduled for breaks at the group check out time

BELL STAFF

The bell staff will bring down the luggage as follows:

· With group lists the bellstaff will visit each room floor by floor with trolleys.
· When luggage is not outside the bell staff will knock on the guest door and introduce themselves.
· If the guest has vacated the room, use the floor passkey to enter with Housekeeping Supervisor.
· Luggage will be kept on the trolley in the passage from the café Vienna to staff area.
· The group leader can then check the luggage before it is taken to the transport.
GROUP CO-ORDINATOR OR THE PERSON WHO IS SPEKING JAPANESE, KOREAN OR CHINESE TOGETHER WITH GROUP-CO-ORDINATOR

· Check that all rooms have had their luggage cleared.
· Meet the Group Leader to confirm guest satisfaction
· It was a pleasure to work with you, Ms. Smith. Should you make up your mind to   

      come again and bring a group, please let me know. It’ll be our pleasure to serve  

      you again”  
· Check with reception for any outstanding personal accounts of the group
· Check for any passports that may have been left at the desk.
· Walk the group from the hotel and say good bye.
“Good bye, Ladies & Gentlemen. Come again, we’ll be happy to serve you”

