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The goal of the Check in Process is to create a positive, professional, hassle-free experience for the guest that sets the tone for a positive stay experience.

Welcome the guest
As soon as the office door opens, we are on stage. We should immediately stop what we are doing and look up, smile, and greet the guest. 
1.  Welcome to stayAPT Suites! I am _________ How may I help you today?
2. If the guest is checking in, ask their name.
3. While pulling up the name, ask “What brings you to us today?”
4. Depending on the answer, ensure the market segment on the reservation is correct based on the guest’s answer. Ask the guest for their ID and their form of payment.  Ensure ID matches the credit card and the reservation name.  

If the reservation is a prepaid OTA reservation (Expedia.com), ask for a credit card for incidentals.  If the card is a debit card, inform the guest that we will take a $250 deposit on debit cards. If the guest has a car, get the make, model, and tag details for the registration card.
5. Let the guest know some prompts are going to come over the credit card machine that they will need to acknowledge.
a. The first screen is to acknowledge your stay dates. We have you checking out on ______, is that correct?
b. The second screen shows our no smoking policy within the hotel building or courtyard.  If you would like to smoke, you may go to our smoking area which is located _______.
c. Inform the guest about quiet hours in the courtyard.
d. Are you checking in with a pet? (If the guest has a pet, we need to ensure the guest’s record has a pet indicated so that they are charged for the pet, as well as have them sign the pet agreement).  
e. If the guest is staying 7+ nights let them know when the next payment is due.
6. While making the guest keys, tell them about the guest laundry and exercise room and the grill and firepit area of the courtyard.  
7. While presenting the guest keys, let the guest know our office hours and when the office closes, should they need anything like towels before we close for the evening.  Also let the guest know when their cleaning day is (if guest is a 7+ night reservation) or offer that if they need anything during their stay, we are happy to exchange towels or linens at the desk.
8. If there is no one else at the desk, offer to walk the guests to their room so you can give them a quick tour.  If another guest is present, offer their keys and tell the guest “Enjoy your stay. If there is anything we can do to make your stay better, please let us know.”
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