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Tasks:
☐ Greet Guest and Confirm Details
**Purpose:** Provide a warm, professional greeting and verify the guest's identity and room assignment.

- Greet the guest with a smile and acknowledge them by name when possible (e.g., "Good morning, Mr. Smith").
- Ask the guest to confirm their **room number** and **full name**.
- Verify the details against the reservation record in the **PMS** to ensure accuracy.
- If the guest is checking out earlier or later than the expected departure date, note this for later processing and inform relevant departments.
☐ Check for Late Checkout and Apply Charges if Applicable
**Purpose:** Determine if the guest is checking out after the standard checkout time and apply any late checkout fees per hotel policy.

- Confirm the **standard checkout time** (typically 11:00 AM or 12:00 PM) and compare it to the current time.
- If the guest is departing after the standard time **without prior authorization**, apply the appropriate late checkout charge based on hotel policy.
  Example: 12:01-14:00 hrs = 15% of room rate; 14:01-16:00 hrs = 20%; 16:01-18:00 hrs = 50%; after 18:01 hrs = full night rate.
- If the guest has **pre-approved late checkout**, verify the authorization in the **PMS** and ensure no additional charge is applied.
- Enter any late checkout fee into the guest folio immediately to ensure accurate billing.
☐ Send Departure Notification to All Departments
**Purpose:** Alert all relevant departments to post any final charges before the guest folio is finalized.

- Notify the following departments via **PMS** or internal messaging system: **minibar**, **restaurant**, **room service**, **laundry**, **telephone**, **spa**, and any other point-of-sale locations.
- Allow **3-5 minutes** for departments to post any outstanding charges to the guest folio.
- Confirm that all charges have been received before proceeding to the next step.
- This step prevents **late charges** (charges posted after checkout) which are difficult to collect and damage guest relations.
☐ Verify and Present Guest Folio
**Purpose:** Ensure all charges are accurate and present the folio to the guest for review and approval.

- Retrieve the **guest folio** from the **PMS** and review all posted charges carefully.
- Check for common charges such as: **room rate**, **taxes**, **minibar**, **breakfast**, **telephone**, **parking**, **room service**, and **incidentals**.
- Verify that any **discounts**, **comp items**, or **promotional rates** have been correctly applied.
- Print or display the folio and present it to the guest for review.
- Ask the guest to review the charges and confirm accuracy: "Please take a moment to review your charges. Let me know if you have any questions."
- Address any discrepancies immediately in a calm, professional manner. If a charge is incorrect, investigate and adjust the folio as needed.
☐ Confirm Method of Payment
**Purpose:** Identify how the guest will settle the account and ensure payment authorization is valid.

- Ask the guest: "How would you like to settle your account today?"
- Confirm the payment method matches the one specified during check-in (e.g., **credit card**, **cash**, **direct billing**, **company account**).
- If paying by **credit card**, verify that the card on file is the one the guest wishes to use, or request a different card if needed.
- If paying by **cash**, inform the guest of the total amount due and prepare to provide change if necessary.
- If the account is being **billed to a company** or covered by a **travel agency voucher**, verify the billing instructions and ensure all charges are covered under the agreement. Any charges **not covered** (e.g., personal calls, minibar) must be settled separately by the guest.
- Ensure the payment method is **valid and authorized** before processing settlement.
☐ Process Account Settlement
**Purpose:** Settle the guest account and bring the folio balance to zero.

- Process the payment using the confirmed method:
  - **Credit Card:** Swipe or enter the card details, obtain authorization, and process the charge. Ensure the transaction is approved before proceeding.
  - **Cash:** Accept payment, count the cash in front of the guest, and provide change if needed. Enter the cash payment into the **PMS** and issue a receipt.
  - **Direct Billing:** Transfer the folio balance from the **guest ledger** to the **city ledger** (accounts receivable). Ensure the billing account is correctly noted.
  - **Combined Payment:** Process partial payments in sequence (e.g., partial cash + remaining balance on credit card).
- Verify that the folio balance is **zero** after settlement.
- If using **express checkout** or **auto-settlement**, ensure the pre-authorized card is charged and the transaction is recorded accurately.
- Handle any declined payments or insufficient funds immediately by requesting an alternative payment method.
☐ Obtain Guest Signature and Issue Receipt
**Purpose:** Confirm the guest's agreement with the charges and provide proof of payment.

- Request the guest to **sign** the folio or payment receipt to acknowledge the charges.
- For **credit card payments**, ensure the guest signs the credit card slip if required by the payment processor.
- For **direct billing** or **company accounts**, have the guest sign the folio to authorize the transfer of charges.
- Print or email the **final invoice** and receipt to the guest.
- Ask the guest: "Would you like a printed copy, an emailed copy, or both?"
- Ensure the receipt includes: **guest name**, **room number**, **checkout date**, **itemized charges**, **payment method**, and **confirmation number**.
- Retain a signed copy for hotel records as per hotel policy (typically 18 months minimum).
☐ Check for Messages, Mail, Faxes, and Safe Deposit Items
**Purpose:** Ensure the guest receives all belongings and correspondence before departure.

- Check the **PMS** or message system for any undelivered **messages**, **faxes**, or **mail** for the guest.
- If any are found, hand them to the guest immediately.
- Ask the guest: "Did you use the **in-room safe** or a **safe deposit box** during your stay?"
- If yes, verify that the guest has retrieved all items and that the safe is empty.
- If the guest used a **safe deposit box at the front desk**, retrieve the box, have the guest verify the contents, and collect the key.
- If the guest forgot to empty the safe, escort them back to the room or provide assistance to retrieve the items.
- Document the return of any safe deposit keys in the **PMS** or logbook.
☐ Collect Room Keys and Access Cards
**Purpose:** Secure all room keys and access cards to prevent unauthorized access and prepare the room for the next guest.

- Ask the guest to return all **room keys** or **key cards** issued during their stay.
- Verify the number of keys returned matches the number issued (typically noted in the **PMS** during check-in).
- If the guest has lost a key, note this in the **PMS** and follow hotel policy (e.g., apply a lost key charge if applicable).
- For **digital keys** or **mobile access**, verify that access has been deactivated in the system.
- Deactivate all physical key cards immediately using the key encoder to prevent future use.
- Place returned keys in the appropriate slot or dispose of them per hotel procedure.
☐ Offer Luggage Assistance
**Purpose:** Provide a courteous departure experience and assist guests with their belongings.

- Ask the guest: "May I arrange for a bellhop to assist with your luggage?"
- If the guest accepts, contact the **bell desk** or **concierge** and request assistance.
- Provide the bellhop with the guest's **room number** and any special instructions.
- If the guest declines, thank them and proceed to the next step.
- Ensure luggage is collected promptly and professionally to avoid delays.
☐ Update Room Status in PMS
**Purpose:** Notify housekeeping and other departments that the room is vacant and requires cleaning.

- Change the room status in the **PMS** from **Occupied** to **Checked Out** or **Vacant Dirty**.
- Ensure the status update triggers an automatic notification to the **housekeeping department**.
- Verify that the room appears on the housekeeping task list for cleaning and inspection.
- If the hotel uses a **manual system**, contact housekeeping directly via phone or radio to inform them of the departure.
- Accurate status updates prevent **double bookings**, ensure timely room turnover, and support early check-ins for incoming guests.
☐ Request Guest Feedback and Satisfaction Survey
**Purpose:** Gather insights on the guest experience and identify areas for improvement.

- Ask the guest: "How was your stay with us? Is there anything we could have done to make it better?"
- Listen carefully to the guest's response and note any compliments or concerns in the **PMS** or feedback log.
- If the guest mentions a **problem or complaint**, acknowledge it professionally, apologize if appropriate, and note it for follow-up by management.
- Offer the guest a **satisfaction survey** (digital or paper) and encourage them to complete it: "We'd appreciate it if you could take a moment to share your feedback."
- Provide a **QR code**, **email link**, or **paper form** for the survey, depending on hotel practice.
- Thank the guest sincerely for their feedback, whether positive or negative.
☐ Invite Guest to Return and Thank Them for Their Stay
**Purpose:** Leave a positive final impression and encourage future bookings.

- Thank the guest warmly: "Thank you for staying with us. We hope to see you again soon!"
- If the guest is a **loyalty program member** or **repeat guest**, acknowledge their loyalty: "We truly appreciate your continued support."
- Offer to assist with **future reservations** or recommend other properties in the hotel chain if applicable.
- Provide the guest with a **business card** or contact information for easy rebooking.
- Maintain a friendly, professional demeanor and ensure the guest feels valued and appreciated.
- Wish the guest a safe journey: "Have a safe trip, and we look forward to welcoming you back!"
☐ Update Guest History Records
**Purpose:** Record the guest's stay details for future reference and personalized service.

- Ensure the **guest history file** in the **PMS** is updated with relevant information:
  - **Dates of stay**, **room type**, **rate paid**, **special requests**, and **preferences** (e.g., floor preference, pillow type, dietary restrictions).
- Note any **compliments**, **complaints**, or **special incidents** that occurred during the stay.
- Record any **loyalty program points** earned or redeemed.
- This information helps the hotel provide **personalized service** during future visits and supports **CRM and marketing efforts**.
- Verify that all data is accurate and complete before finalizing the checkout process.
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