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	STANDARD OPERATING PROCEDURE

	REGISTRATION CARD USAGE

	Task Number: 
	FD-0001

	Department: 
	Front Desk

	Date Issued: 
	January 2005

	Guest Expectation: 
	I expect my arrival experience to be smooth, quick and flawless. I expect to be assisted by friendly staff who provide guidance for my individual needs.

	Time to Train: 
	25 minutes


Why is this task important for you and our guests?

Answers: 

1. We must ensure guest information is obtained upon guest arrival. 

2. We must provide a quick, friendly and efficient check-in experience to guest.

3. Avoid guest complaint.

4. Improve hotel business.

5. Improve GSTS score.

6. Demonstrate our professionalism.  

	WHAT / STEPS
	HOW/ STANDARDS
	TRAINING QUESTIONS

	1) Retrieve guest history in order to speed up the C/I process upon guest arrival..
	All guests are required to complete a REGISTRATION CARD upon arrival. For guests who have stayed at the hotel before, the computer automatically prints the REGISTRATION CARD from the guest history file and the guest has only need to check the accuracy of the particulars and sign the card.


	Why do guests have to register?

Why I do have to retrieve guest history file?



	2) Verification
	The Front Desk has to verify the particulars against the guest's passport - e.g. the name, passport number, nationality, date of birth, place & date of issue and visa no & expiry date.


	Why do I have to do the verification?

	3) Modification
	FDA needs to modify guest registration cards in the computer and ensure relevant correspondences are attached to the registration card.


	Why do I have to do the modification?

	4) Re-check registration card
	All the registration cards need to be checked and initialed by Assistant Manager. 


	Is the Assistant Manager the only person to check and initial the registration card?

	5) Distribute copies PSB– PRC only 
	The copies should be distributed as follows.
-Top copy -
PSB File.

-2nd copy   -      Kept at Front Desk

	Why do I have to do the distribution step?

	6) Obtain and transmit data to PSB – PRC only.
	All the guest data have to be input in the PSB computer at the end of the day. Night Manager has to ensure this task is performed according to PSB policy and completed in the morning. Then transmit the data to the PSB office.

Registration Card information will be entered into the Public Security Bureau computer during the overnight shift by the Front Desk Agent.


	Why do I have to obtain and transmit the data to PSB every night?

Does this step only apply in P R China?

	7) Credit Card Authorization.
	If the guest intends to settle by credit card, the Front Desk shall request for the guest's credit card and imprint the credit card. 


	What do I have to do if a guest wants to pay by credit card?


Summary questions: 

1. What is the Registration Card for?
2. Why do we have to use the Registration Card for guest check-in?
3. Dose guest history file help us to speed up the check-in process?
4. Is the Assistant Manager the only person to check and initial the registration card?
5. Where are the two copies of the PSB retained?
6. Why do I have to obtain and transmit the data to PSB every night?
7. What do I have to do if a guest wants to settle his account by credit card?
Now ask the Trainee to practice the whole task from start to end to test competency.
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欢迎关注酒店英语
助力酒店管理，提升英语能力！
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