
 

 

DURING THE STAY ACTIVITY 

LUGGAGE HANDLING 

 

Temporary storage of luggage: A baggage is collected from the room on request. A left luggage register 

is maintained by the bell team. Similarly a tag is attached whose counterfoil is handed over to the guest 

as well, which contains the entire details of the left luggage. 

LEFT LUGGAGE REGISTER 

 

PAGING 

 

Form. This proforma may be kept in the stationary older in the room or at the information section of the 

lobby. 

 



 

 

This information may be filled by the guest or he/she may ask the hotel to fill it on his/her instructions. 

Three method of paging are: 

1) Page board system 

2) Pager/beeper system 

3) Public Address system 

WAKE UP CALLS 

In some hotels, the wakeup call to groups and crews is co-ordinated by bell desk. 

MAIL HANDLING 

The term mail handling covers both incoming and outgoing mail. 

INCOMING MAILS 

As per the policy of the hotel, the incoming mails may be received by the bell desk or the informationist. 

  Incoming mails can be divided into: 

1) Mails for the guest 

2) Mails for the staff 

3) Mails for the management 

OUTGOING MAILS 

The outgoing mails can be of two types: 

1) In house guest Mail 2) Mail of hotel staff and management. 

1) INHOUSE GUEST MAIL: 

In case a guest wishes to send a mail or package through front office then normally this 

is done by the bell captain who weighs it , put appropriate value postage stamp on it 

and post it on behalf of the guest. A (visitors paid out) voucher is made for the same and 

guest sign is obtained on it and then finally posted in guest folio or room account. To 

keep a record of all the postage used in the hotel they used postage book. Franking 

machine for stamping the envelope can also be used by the hotel. 

2) Hotel Staff mail & Concerning Management: 

The hotel staff is usually not encouraged to send mail through hotel. But an official mail 

can be sent by the particular department maintaining all necessary records. 



 

 

 

 

Mails for the guest can be further divided in the following heads: 

 

 

 

MESSAGE HANDLING 



 

 

 

Counter through a yellow card also called as a locator/location form/whereabouts card. 

If a visitor comes to meet the guest and the guest is not in the hotel; moreover his whereabouts 

is also not known to hotel then the front desk staff takes down the message in a message slip 

which is further handed over to guest, same method is followed when the message is received 

by telephone. This message slip is in triplicate form.   

                   COMPLAINT HANDLING 

1) MECHANICAL COMPLAINTS- Complaints relating to hotel equipments malfunctioning. 

For E.g. A/C not working/TV picture not clear etc. 

2) ATTITUDANAL COMPLAINTS- Guest may complaint about the rude behaviour of the 

hotel staff.  

3) SERVICE RELATED COMPLAINTS- Guest may make such complaints when they 

experience a problem with service. For e.g. untidy rooms, missed wake up calls, cold or 

ill prepared food, etc. 

4) UNUSUAL COMPLAINTS- Guest may also complain about the bad weather, lack of public 

transportation. Hotel has little or no control over the circumstances surrounding such 

complaints. 

STEPS FOR HANDLING COMPLAINTS  

1) Identifying complaints: The most frequent guest complaint can be identified by: 

 Front desk log book 

 Comments card 

 Mailing to guest after departure 

 Taking feedback while interacting questionnaire 

2) Handling Complaints: 

Guidelines or handling complaints: 



 

 

1) LISTEN CAREFULLY- If you are in a doubt about the specific problem o the 

guest, then do not guess his problem but clarify it by asking and 

understand the nature of the problem. 

2) THINK WHAT THE GUEST WANTS- When a guest complaints he might tell 

so many things to you therefore you should try to get important message 

from the guest and find out the real cause. 

3) ACT IMMEDIATELY- Take immediate action and do something in front of 

guest so that he feels that care has been taken in his case. 

4) FOLLOW UP- Merely taking an action is not sufficient so follow up action 

with other departments is necessary. 

5) NO FALSE PROMISE- It is very dangerous to make false promise, if you 

can’t carry out, than do not promise otherwise you may lose not one 

guest but many. 

6) ASK SENIORS- If you feel you can’t solve the problem ask your seniors to 

help you. 

FOLLOW UP PROCEDURE 

Management may use the front desk log book to initiate corrective action, 

verify that complaints have been solved and identified recurring problems. 

These comprehensive written records may also enable management to 

contact guest who are still dissatisfied at check out. A letter from FO 

manager expressing regret about the incident is usually sufficient to promote 

goodwill and demonstrate concern for guest satisfaction. Some managers 

may telephone checked out guests to get a more complete picture of the 

incident depending on its significant. 

                 SAFE DEPOSIT FACILITY 

When guest makes request of depositing the valuables or cash, cashier puts 

them in envelope and seals it. Then it is put in safe box. The guest is given the 

receipt of the same. When guest wants it, he gives it to cashier, signs register 

and cashier return it back to the guest.  

In large hotels double custody safe deposit lockers are installed in room right 

behind cash counter.  

KEY IN HOTELS 



 

 

A control system by which it is ensured that room keys are always at proper 

place i.e. if the room is occupied then the key would be with the guest or in 

pigeon hole or key rack. 

A lack in key control system may result in loss o revenue and may also 

increase the chances of mishappening in the hotel. 

 

Control sheet at around midnight through night receptionist report which contain details such 

as room which is vacant, occupied etc. 

 

 

 

 


