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OBJECTIVEH KJ:
e To ensure adequate control procedures are in place with regard to complimentary services and special
discounts.
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APPLICATION.F:
There may be instances where extending special discounts and complimentary services is an appropriate and
necessary part of conducting good business.
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Such decisions should be taken by weighing up the cost to the hotel versus the future benefits. Although some
services will represent little or no cost to the hotel, value to the guest may be great, and so there should be a
justifiable return to the hotel as a result of extending such privileges.
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This policy may be applied inter-company also, for example, if an important client is traveling to a location and
wishes to stay at a XYZ hotel — an upgrade or complimentary room may be arranged between Managers.
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STATEMENT OF POLICYHE ] 75 BH:

1. On a daily basis, Front Office Manager should prepare a list of special rates and complimentary rooms giving
reasons. This list is to be sent to the General Manager who will review and initial. The list must then be
forwarded to Finance Department for audit purposes.
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2. Published rates and previously agreed rate structure do not require the individual approval of the General
Manager. But when guests check-in, proper check should be carried out by Front Office staff to confirm the
guests entitled the special rate.
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3. The Front Office Manager should ensure that a reservation giving a special rate that is not on the agreed list,
receives specific approval from the General Manager.
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4. The guests who entitled for owner’s rate must be approved by the coordinating person appointed by owner.
The appointed coordinator has to provide name signature memo to hotel. All the reservations entitled
owner’s rate must be ordered by this nominated person. Front Office staff should obtain the signature of
his/her via fax when guests check-in, and compare to the sighature memo.
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Complimentary rooms allocated for guest or house use requires the prior approval of the General Manager.
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Room upgrades should be authorized by the General Manager on the recommendation of the Front Office
Manager or Director of Dales, & Marketing. A decision to upgrade will be made because of the anticipated
future benefit that will be gained by the hotel as a result.
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Department Heads may consider it advisable to provide a complimentary cake, recreation membership or a
lunch/dinner to an individual due to the volume of business generated, or to develop good public or
government relations. They should discuss individual cases with the General Manager to get approval.
Complimentary services or discounts are not to be authorized or promised by Department Heads alone
without the prior approval of the General Manager.
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Recreation Club memberships or long term discounts if approved by the General Manager should always be
given with an expiry date, for example, one year or six months. Renewals are not to be automatically made
without commercially evaluating the benefits gained in the past and the likely benefits in the future.
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Inter-company discounts, upgrades and complimentary services must be arranged between General
Managers and always followed up in writing by the requesting hotel. Again it is expected that such requests
are not over-used and confined to priority clients who generate a lot of business for a particular XYZ hotel.
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