
IF A GUEST IS ANGRY, KINDLY INVITE HIM/HER TO A 

SEPARATE AREA & OFFER A COFFEE OR DRINK  

APOLOGIZE: RECOGNIZING THE ANNOYANCE CAUSED IS AS 

IMPORTANT AS SOLVING THE PROBLEM 

REGISTER THE INCIDENCE IN THE 

“SUGGESTION, COMPLAINTS AND 

CLAIMS INTERNAL FORM” TO 

TRACK THE INCIDENCE  

CLAIMS OR SUGGESTIONS 

WITHOUT IMMEDIATE SOLUTION

REPORT THE INCIDENCE TO THE 

GM OR THE PERSON ASSIGNED 

AND INFORM THE GUEST ABOUT 

THE FOLLOW UP OF THE CLAIM 

WITHIN 48H

The Suggestions, complaints and claim corporate form will be delivered always 

when the guest wants to record the incidence in writing. The official complaint 

form will be delivered only when the guests asks for it.

FRONT OFFICE QUICK GUIDES COLLAGE

VISITS

ASK THE VISITOR FOR NAME AND 

SURNAME

CHECK DISCREETLY IF THE 

GUEST IS IN-HOUSE

INFORM THE 

VISITOR THAT WE 

CANNOT CHECK IF 

THE GUEST IS 

REGISTERD IN OUR 

HOTEL: 

CONFIDENTIAL INFO 

GUEST’S 

AUTHORIZATION 

TO CONFIRM THE 

STAY AND THE 

ROOM NUMBER 

INFORM THE VISITOR 

HOW TO REACH THE ROOM

THE VISITOR DOES NOT KNOW 

THE ROOM NUMBER

IN-HOUSE 

MESSAGES

TO MAKE A NOTE OF A MESSAGE FOR A GUEST, FILL IN THE 

OFFICIAL FORM. CHECK THE DETAILS OF THE CALLER, IF 

HANDWRITTEN IN LEGIBLE LETTER (PERSON, DATE, HOUR, 

TELEPHONE NUMBER) 

THE GUEST IS 

STILL REGISTERED 

IN THE HOTEL

THE MESSAGE HAS 

BEEN PICKED UP 

BEFORE THE 

GUEST’S ARRIVAL 

THE GUEST HAS 

LEFT THE HOTEL 

AFTER THE CALL, 

PASS THE 

MESSAGE INTO 

THE GUEST’S 

ROOM UNDER THE 

DOOR (MAX. 1 H)  

HAND OVER THE 

MESSAGE DURING 

THE CHECK IN 

PROCESS   

CONTACT THE 

GUEST, IF YOU 

KNOW THAT 

HE/SHE IS 

WAITING FOR THE 

MESSAGE

CALLS

USING A SOFT TONE AND SMILE, ANSWER 

THE PHONE CALL WITHIN 3 RINGS

THE CALLER  KNOWS ONLY THE 

GUEST NAME BUT NOT THE ROOM 

NUMBER 

THE CALLER  KNOWS THE GUEST 

NAME AND THE ROOM NUMBER

TRANSFER THE CALL INFORM THE CALLER THAT WE 

CANNOT CHECK IF THE GUEST IS 

REGISTERED IN OUR HOTEL: 

CONFIDENTIAL INFO

IF THE GUEST DOES NOT PICK UP 

THE PHONE, OFFER  THE CALLER 

TO LEAVE A MESSAGE   

It is key that the caller knows the room number, this means that the guest has 

given him/her this information, so we know that we are not giving confidential 

information. 

ASK THE GUEST IF THE VISITOR 

CAN GO TO  HIS/HER ROOM 

WAKE UP SERVICE 

USING A SOFT TONE & SMILE 

ON THE PHONE

REQUEST A WAKE UP CALL 
MANAGEMENT OF THE 

PERSONALIZED WAKE UP CALL 

“Good morning/afternoon 

Mr./Ms. XX, it’s XX hours.”

REGISTER THE HOUR INDICATED, 

CHECK NAME/SURNAME, ROOM 

NUMBER & THE HOUR IN DIGITAL 

FORMAT WITH THE GUEST AND IN 

THE SYSTEM  

BEFORE CLOSING THE 

CONVERSATION, BE OPEN TO 

SUPPORT OTHER NEEDS:

CLOSE THE CALL WISHING THE 

GUEST A PLEASANT DAY OR 

NIGHT:

In case the guest does not answer, make a second call after 5 minutes. If the 

guest still does not answer, we will go up to the room and knock on the door to 

ensure there is no problem and that we have completed our duty.

CLAIMS OR SUGGESTIONS   

WITH IMMEDIATE                           

SOLUTION

“We apologize…let me see 

what I can do for you”

HAND OUT THE CLIENT A 

TICKET FOR EACH ITEM 

IF THE CLIENT HAS LOST THE TAG:

✓ ASK FOR THE IDENTIFICATION

✓ CHECK THE ROOM NUMBER

✓ REQUEST DETAILED SUITCASE                                              

DESCRIPTION

✓ SIGNATURE OF THE CLIENT WITH 

DATE, ROOM Nº, NAME/SURNAME, 

DOCUMENT Nº OF THE OFFICIAL 

IDENTIFICATION, PHONE Nº AND 

DESCRIPTION OF THE LUGGAGE 

REMOVED

HAND OUT THE LUGGAGE OF 

THE GUEST  

LUGGAGE STORAGE 

EYE CONTACT AND SMILE

COUNT THE SUITCASES AND 

CONFIRM WITH THE GUEST 

THAT THE AMOUNT IS 

CORRECT 

MARK EACH ITEM WITH THE 

STANDARDIZED CHECK IN OR 

CHECK OUT TAGS INCLUDING 

THE ROOM NUMBER AND 

SURNAME OF THE GUEST 

KEEP THE LUGGAGE IN THE 

LOCKED ROOM, DESIGNED FOR 

THIS PURPOSE

FAREWELL TO                   

THE GUEST

ASK THE GUEST FOR ALL THE 

TICKETS DELIVERED 

CHECK THE Nº OF THE 

TAG, REMOVE THE 

TAG AND HAND OUT 

THE LUGGAGE 

PICK UP THE LUGGAGE OF 

THE GUEST 

“Good morning, how can I 

help you?"

RESOLUTION

SUGGESTIONS, COMPLAINTS AND CLAIMS 

In case you receive a message when the guest is in a meeting room, if it is not 

urgent, hand it out during the Coffee or Lunch Break. 

NO 

“Good morning/afternoon,

How can I help you?.”

Remind the different forms:

✓ Internal Form

✓ Corporate Form

✓ Official Form

“May I do something else 

for you?”

““I wish you a pleasant 

day/night!” 

THE VISITOR KNOWS THE ROOM 

NUMBER

NOT IN-HOUSE YES

YES 

“Good morning/afternoon Mr./Ms. XX. 
May I assist you with the luggage?” 
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