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Tasks:
☐ Log in to Property Management System
Access the **PMS** using your staff credentials. Verify you can see the current date and property code.

- Open the PMS application on your terminal or mobile device.
- Enter your username and password exactly as configured by management.
- Confirm that the system displays today's date, property name, and the correct time zone (24-hour format).
- If login fails after 2 attempts, alert your shift manager immediately; do not proceed until access is restored.
- Keep your login session active throughout your shift and never share your credentials.

**Pitfall:** Using a colleague's login or leaving the system unlocked when stepping away. Always log in with your own account and lock the terminal when absent.
☐ Verify System Connectivity and Network Status
Confirm that the PMS, door lock system, key card encoder, and network connection are all online and responding.

- Check the **PMS dashboard** for any system alerts or offline notices (usually displayed on the login screen or status bar).
- Test internet connectivity by pinging the hotel network or checking signal strength.
- Confirm the **key card encoder** powers on and displays no error lights.
- Verify the **door lock system** is accessible from the PMS (check one test room remotely if permitted by policy).
- If any system is offline, document the exact time, affected system, and your manager's name in the incident log before attempting any workaround.

**Pitfall:** Assuming connectivity is fine without checking. Network outages can be silent; always verify before guests arrive.
☐ Review Night Audit Report
Read the **night audit report** from the closing shift to understand overnight transactions, room status changes, and any pending alerts.

- Locate the night audit summary file or print in the **PMS Front Office Reports** section.
- Scan for overnight check-ins, early departures, and room status changes (out-of-order, maintenance, deep clean).
- Note any guest complaints, special requests, or flags that carry over to your shift (e.g., VIP guests, late arrivals, payment holds).
- Cross-check the **housekeeping report** for any rooms still marked unclean or blocked for maintenance.
- If discrepancies exist (missing guests, wrong room counts), alert your manager and verify with night auditor before confirming.

**Pitfall:** Skipping the audit report leads to double bookings, missed special requests, or selling unavailable rooms. Always read completely.
☐ Confirm Room Inventory and Status
Verify that the **room status board** in the PMS matches the **housekeeping status sheet** and reflects available inventory for sale.

- Access the **Room Status Report** in the PMS (usually under Reports > Rooms or Housekeeping).
- Count the number of rooms marked **clean** (available for sale), **occupied**, **maintenance**, and **do not disturb**.
- Compare the PMS count against the **physical housekeeping report** posted at the front desk.
- If a room status mismatch is found, contact housekeeping immediately and do not sell the room until status is corrected.
- Record the verified count in the **shift handoff log** (e.g., "20 clean rooms at 06:45").

**Pitfall:** Selling rooms that housekeeping marked as not ready. Always cross-check PMS data with housekeeping before confirming availability.
☐ Check for Overbooking or Double Bookings
Review the **daily arrivals list** for duplicate reservations, conflicting room assignments, or inventory shortages that require action.

- Pull the **Arrivals Report** for today's date (filtered by arrival date in PMS).
- Sort by **room number** and scan for any room assigned to multiple guests.
- Count total reservations and compare against available rooms; if reservations exceed inventory, flag as overbooking.
- If overbooking is detected, immediately escalate to your manager with the guest names, confirmation numbers, and room assignments.
- Document the overbooking alert in the **incident log** with time and action taken.

**Pitfall:** Not catching overbooking early means handling upset guests at check-in. Spotting this at 06:30 gives the manager time to call ahead and arrange solutions.
☐ Stock Front Desk Supplies
Restock key items used during the day: pens, notepads, room keys, key cards, and guest registration forms.

- Verify you have **at least 50 blank key cards** in the encoder tray and **at least 30 physical keys** (if applicable) in the drawer.
- Count and restock **pens** (black and blue), **notepads**, and **registration forms** to normal levels (at least 25 each).
- Check that **printer paper** is loaded in the PMS printer and **receipt roll** is installed in the payment terminal.
- Inspect **signage** for today's messages (breakfast times, event notices) and update the lobby board if needed.
- If any supply is critically low, order it through your manager or use the supply request log.

**Pitfall:** Running out of key cards during a busy morning drive. Stock generously at opening to avoid mid-shift scrambles.
☐ Clean and Organize Front Desk Workspace
Ensure your desk is clean, organized, and ready for guest interactions.

- Remove any trash, papers, or items left by the night shift.
- Wipe down the desk surface, keyboard, mouse, and phone with a damp cloth.
- Arrange **PMS monitor**, **payment terminal**, **phone**, and **supplies** so they are easily accessible but not cluttered.
- Verify the desk chair is adjusted for comfort (avoid slouching, which appears unprofessional to guests).
- Confirm adequate **lighting** at the desk; if dim, alert maintenance.

**Pitfall:** A messy desk signals disorganization to guests and slows your workflow. A clean, organized space builds confidence in your capability.
☐ Review Daily Special Events and Alerts
Check for conferences, large groups, maintenance windows, or guest-specific requests that impact today's operations.

- Access the **Daily Manager's Report** or **Special Events Calendar** in the PMS.
- Note any conference check-ins, group arrivals, or block bookings for today.
- Check for **maintenance windows** (elevator, WiFi, parking) that affect guest services.
- Review **VIP guests** arriving today and their special requests (late checkout, room preferences, welcome gifts).
- Flag **departure notes** for guests requiring late checkout, accounting review, or follow-up calls.
- Brief your team verbally on any major events or alerts during your shift handoff meeting.

**Pitfall:** Forgetting about a large group arrival and not preparing enough staff or welcome materials. Always review events before the first guest arrives.
☐ Test Payment Terminal and Card Reader
Verify that the **payment terminal** accepts test transactions and that card readers are functional and secure.

- Power on the payment terminal and confirm it connects to the payment processor (usually indicated by a green light or "Ready" message).
- Scan a test credit card (or use a demo card if available) to ensure the card reader responds and captures data correctly.
- Print a test receipt to confirm the printer is connected and paper is loaded.
- If the terminal fails to process the test transaction, alert your manager and mark the terminal as offline in the **PMS Device Status** log.
- Do not proceed with accepting guest payments until the terminal is fully operational.

**Pitfall:** Assuming the terminal is ready without testing. A faulty terminal discovered mid-check-in delays guests and looks unprepared.
☐ Verify Phone System and Extensions
Test the front desk phone to ensure you can make internal calls, receive guest calls, and access voice mail.

- Lift the handset and listen for a dial tone (should be clear and steady).
- Dial a test internal extension (ask a colleague to pick up or test the main reception line).
- Check that **voice mail** is working and retrieve any messages left overnight.
- Confirm **caller ID** is displaying incoming calls correctly.
- If the phone is dead or malfunctioning, immediately notify your IT or facilities team.

**Pitfall:** A non-working phone means guests cannot reach you and you cannot reach other departments. Always test at opening.
☐ Print and Post Today's Room Status and Staffing Board
Generate and display the **Room Status Report** and **Staff Shift Board** so all team members can reference real-time information.

- Print the **Daily Room Status Report** from the PMS (filtered for today).
- Post it on the **staff notice board** or shared screen in the back office.
- Create or update the **Shift Staffing Board** showing who is on duty, departments, and break times.
- Ensure both documents are visible to front desk, housekeeping, and management throughout the shift.
- Replace outdated boards from the previous shift to avoid confusion.

**Pitfall:** An outdated board leads staff to make decisions based on wrong information. Always update at shift change.
☐ Conduct Briefing with Incoming Shift Team
Gather your opening shift team and communicate key information for the day, including occupancy, special guests, and any alerts.

- Bring all team members (front desk, bell desk, concierge if applicable) together for a brief 5–10 minute huddle.
- Share **occupancy forecast** (expected arrivals, departures, occupancy %), key events, and large group check-ins.
- Announce any **VIP guests** and their special requests or preferences.
- Flag any **maintenance outages**, parking issues, or service disruptions guests should know about.
- Highlight any **guest complaints** or recovery opportunities from the previous shift.
- Ask team members if they have questions and confirm everyone understands priorities.
- Document attendees and topics discussed in the **Shift Handoff Log**.

**Pitfall:** Skipping the briefing means staff go unprepared into the day. A quick huddle aligns everyone on priorities and expectations.
☐ Record Opening Checklist Completion
Document that all opening tasks are complete and sign off on the shift start time.

- Write your name, today's date, and the exact time you completed all opening tasks in the **Shift Opening Log**.
- Note any issues encountered and corrected (e.g., system outage, supply shortage) in the **Incident Log**.
- If any task could not be completed, flag it for your manager and explain the reason in writing.
- Confirm that the front desk is ready to accept guests and internal services are operational.
- Keep the log accessible for audit or manager review.

**Pitfall:** Not documenting completion leaves no record of readiness. A signed-off log protects both you and the hotel in case of disputes.
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