CHECK-OUT AND SETTLEMENT

( Checkout and settlement describe the activities associated with the final stage of the guest cycle (i.e. departure).

I-Check-out and Account Settlement:

( The major activities, which are conducted at departure, include:

1. Resolving outstanding guest account balances

2. Updating room status information

3. Creating guest history records

II- Departure Procedures:
( At checkout, front office clerks shall:

1.Check for mails, messages, and faxes

2.Check for safe deposit box, or in-room safe keys

3. Post all outstanding charges

4. Verify account information

5. Inquire about additional recent charges

6. Present the guest folio for guest signature

7. Verify the method of payment

8. Process the account payment (i.e. zeroing out the account)

9. Update the room status
1. Methods of settlement:

a) Full cash payment: the front office clerk shall destroy the guest’s credit card voucher

b) Personal check payment: the front office clerk shall shift the credit from guest ledger to personal check account, which is a sub-account of the city ledger and the guest shall only sign a personal check voucher

c) Credit card payment: the front office clerk shall shift the credit from guest ledger to credit card account, which is a sub-account of the city ledger and the guest shall only sign a credit card voucher
d) Special program payment: the front office clerk shall shift the credit from guest ledger to special program account, which is a sub-account of the city ledger and the guest shall only sign a special program voucher
e) Direct billing payment: the guest shall sign only his/her folio, and depart. Later, he/she, upon receipt of hotel invoice, shall deposit a certain amount of money in the hotel bank account.

f) Combined settlement method: In this case, depending on which combination, front office clerk shall proceed by preparing different kinds of vouchers!

2. Sales minded cashiers! 

( As guests tends to depart from the hotel, the cashiers shall approach them in the following way:

a) Provide them comment cards and encourage them to use these very cards

b) Thank the guest for choosing the hotel and wish him/her a safe trip
c) Ask the guest whether he/she is considering returning to the property on any return trip to the area. Cashiers might sometimes accept future reservations!

3. Late check out:

( Late check out refers to the situation where guests check out after the hotel's established check out time. Late check out shall not be considered as a guest right, rather a privilege which might be honored by the front office manager upon room availability whether free of charge or charged a late check out fee.

III- Check Out Options:

( There are a lot of innovative ways to check out apart from the traditional way. Below are two commonly used check out options (apply usually only to guests who have provided valid credit cards at registration):

1. Express check out: This is usually convenient for guests who decide to check out very early in the morning. In fact, at night, bellboys (for example) shall slip the guest folio under the expected departed guestroom. When the guest wakes up, he/she shall sign the gust folio, and the credit card voucher, leave the room, give back the room key to the bellboy, and departs.

2. Self check out: Guests might check out using self check out terminals situated at public areas or in their rooms if in-room check out systems are integrated with front office main frame.

IV- Unpaid Account Balances:

( Unpaid account balances occur because of the following reasons, most of which are because hotels do not operate fully-automated systems:

a) A guest has fully / partially settled his/her account with a method of payment other than cash
b) A departing guest honestly forgetting to settle his/her account

c) Late charges (being one of the most important reasons)

d) Skippers

( In order to minimize late charges, front office clerks shall:

a) Post transactional vouchers as soon as they arrive at the front desk

b) Survey front office equipment, voucher and folio racks for non-posted charges before the front office clerk checks a guest out

c) Ask departing guests whether they have incurred any charge purchase or placed long distance telephone calls, which do not appear on their final folio
V- Account Collection:
( All unpaid account balances shall be transferred to city ledger accounts, which might have the form of:

a) Credit card billing

b) Direct billing

c) Travel agency accounts

d) Bad check accounts

e) Skipper accounts

f) Disputed bills accounts

g) Guaranteed reservation accounts

h) Late charge accounts

i) House accounts
( In order to receive all their city ledger accounts, hotels shall devise effective and efficient account receivables billing procedures. To do so, every property shall try to find answers to the following questions:

a) When are outstanding accounts balances payable?

b) How many days shall separate each two consecutive invoices?

c) How to contact the departed guests whose accounts is not yet paid?

( After coming with answers to the above mentioned questions, hotels, then, shall depending on the amount of money to be collected, and the geographical distance that separates the hotel from the guest billing address, opt for one of the following collection schedules:

a) Aggressive (short cycle) collection schedule

b)  Lenient (long cycle) collection schedule

1. Account aging:
( Account aging refers to the method(s) of tracking past due accounts based on the dates the charges were incurred. To illustrate, credit card payment accounts usually have ages of maximum one month. However, some other non-guest accounts (ex. late charges, disputed bills, bad checks and skippers accounts) might have ages measured in months, and even years. Below, is the terminology associated with each account age:

(Less than 30 days accounts 

( Current Accounts

(More than 30 days accounts 

( Overdue Accounts

(Older than 90 days accounts 
( Delinquent Accounts

VI- Front Office Records:

( The major two front office records that are stored at departure are guest history records (which are stored alphabetically) and guest folios (stored numerically)

1. Guest history records:

( Guest history records are collections of personal & financial data about guests who have stayed at the hotel. Maintaining guest history records helps the hotel better understand its clientele and determine guest trends when they develop. Moreover, these very records might serve as a source of mailing list or to identify guest characteristics that are important to strategic marketing. In addition, they serve as to develop and place advertisements that appeal to the types of clientele the hotel attempts to attract. Finally guest history records points out the need for a new, supplementary, or enhanced services.

( Moreover, even though guest history records are stored in the front office department, they are handed to marketing department, whenever needed. In fact, marketing department might get use of guest history records as to create a program to reward frequent guests with a free stay after a certain number of visits, or as an indicator to watch out for future repeat guest reservations in order to increase the hotel’s repeat business market share.

( Guests tend to remember the friendliness, convenience, and special services that distinguish one property from another. This is called competitive advantage.
