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Walk-in Sequence of Service
I R FZIERF

1. Greet Guestilfz % A ReceptionistZ £ i1

2. Gather informationit 815 5. Receptionist{Z% fif i1

3. Search computer system for room availability ReceptionistfZ fF 7

for 25 s 1A) VSR L R G 1) R

4. Confirm Preferencesffi i\ % i Receptionistf £F i

5. Register Guest&ic % J* Receptionisti% £ i1

6. Present Keysi$zZ £H ik Receptionist{Z £F i

7. Identify Guest's Immediate NeedsTfi & 25 /7 )% m 75 5K Receptionistf %1+ &1

. . ~7 4
8. Escort Guesti'ix & A E'ec/ep E,S”E” Bellboy 545
WMTEE
9. Bid Guest Farewell[1] 2% A 15 5l Receptionist{ 1 i1

1. Greet Guestil & A
= Greet the Guest as soon as you make eye contact with them
R B ez N Bl — Z0T 46 S RITE 2 A
= QObserve the guest to determine their mood or situation:
W52 NARA 7E AR T o AN 100
o Aretheyinahurry?fthfi 12 5% &0 2
e Isita family anxious to get to their room?:& 75 2% A\ % &tk A 5] ?
o Will they want a lot of information?th {1/ 75 2> R ER 25 2
e Arethey a return guest or is it their first time? Al Tis 5 &3 2 55— IR B3k 2
= For Guest Who Are Checking-In: %2 N, R IR ANAE:
e First time guests with a reservation,” Welcome to XYZ Hotel. ”
HIREIRE, AWERZN, "HWRZS

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

TR NEAETE, "HUWKE) L TG G HNTH T4 7L e AT -
e Guest returning, “Welcome back to XYZ Hotel, Mr. Smith.”

= |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.
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2. Gather informationlit4&18 B

If guest is not personally known — identify if the guest has already a guest history
IMRANRE NN SR AR AR
Find out the following to offer an adequate available room / package:
THREVLS A, A4t 7e 2 AT F I s R A04T B0 H
e number of beds needed - single, double, triple / family etc.
T R AR - E], BUA] = N[N g s 5
e duration of stay
12 B HIRR
e desired meal plan
Pl e
e room preferences - king, queen, twin bed / smoking, non-smoking etc.

Bl Eaf - B ERIR, FJa KRR, XURMUE, AERE S

3. Search computer system for room availability 25 55 [B] + E M1 R Gt 1 AT FH 1

Check for available room types and rates. Try two find at least two alternatives. Cross check if any
corporate/special rates apply.

AR G AR AN A . REFR BRI AT E . 58 R 2 S A R R A& T H

Offer alternative availabilities to guest. Remember up-selling. Highlight the advantages of the better (more
expensive) category.

) 2 N AL AR AT RetE . o A, RE T (I MR

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

MR N AT EN R B, 52 A4 7B IEfTEE 73

If guest is a well-known repeater and his/her usual room is not available offer a similar room. “Mr. Smith we
know that you usually stay in room . Currently this room is occupied though. | therefore have selected
room which is adjacent / close on the same floor / exactly the same room just one floor higher/lower.”

WARE N RGEN, Wb s 0 RN UL« CEH AL TN TIE B -
JH]s ATTIEAFIXC LR AT o B0 B TE T L5 /8] X a5 R LLRTHIA R ] —
PR I8 4RI 55 18] LA = mRAN A .
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3. Confirm Preferencesffii\ & i

Present registration card and confirm reservation information
12 B AL R AR A BUE (5 B

Signatures are needed for first time guests, but not for return guests — national laws apply

HIRERBENZEL, WA E-E R RV

Confirm address and departure date

A I A s H

Confirm room type and rate

A b B 4%

Confirm special requests

BN IR K

Confirm method of payment

BN AT 7 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

WRFENAH ZANFET, ERAUE SR, fNFTHAREHEEICEY GEIrd
D A0 e

5. Register Guest®it. 2%

Use this time to identify why the guest has come to your city, leisure, group, business, etc.
M AN TE] 7 Jm 2 N FRBZ AT, AR, HIBA, %5555
e Use this information to determine what they may need to know about the hotel and it's features.
P T A S AR T 75 T AR BRI L
Once you have received the method of payment, register the guest in the computer system

—EIRRITE ST, AT ENLREIL A

If the room is not ready follow the hotel’'s procedure — arrival before/after regular check in time 1 22 55 18] 34

BEAT HE SR R 3 25 - B T 08 B A 1B AL I 8] 22 4k

6. Present Keysif 32 4H &

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

PRI ARATT IR ) 22 SR B R A 25 2 N BIGRAPIR 28 N RIABATT IR B3 1]
Prepare key packet.
AR
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= |nquire to the guest the amount of keys they will need and provide/create.

AR5 2 N B ZER B B A AL

= For security reasons, we inform the guest of their floor number and not their room number and stipulate that
room number is on the key jacket. You may explain that there is no room number written on the key for
safety reasons.

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

7. Identify Guest's Immediate NeedsffiA Z N B2 TR
= Ask the guest if they need assistance with their luggage.
WA 2 N 15 /7 24T 3 )
= Provide information that is relative to their individual needs:
AL 5 AT A RS B
e identify who they arefifi & fth 4/ 1/& #E
e understand their mood B g ftAl T fr) O 155
e adapt to their immediate situationi& At 411 H §if (145 150

8. Escort GuestiFiE & A

= |f Reception is responsible for escorting guests, ensure you walk them to the elevator
WERFT & M TTHIRZE N, B ORARIEAAT] 2 H AR

= 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 —%£% A\ 1R 4
o, RIEEUR 2, AlReAdA Bk

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

Bl A8 R B 5 e MRS T RN R BB 9 Zhag, XA RER AT 52 1M

9. Bid Guest Farewell [ 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.”

FERRIZ N BRI 2 BT, 401 A 75 S e A R B BB B . e T L
WIS 7 DT B4 i IR B A IR
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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....

TR 2 N2 NHIRE AL B G B L BB o6, B L T I R A9 1 o8

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

AR Z HF A /N, HRARZ T —2 NATae 2R aER . D22 NE T,
EN - IN/T IR
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