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Guest Luggage Handling Standard Operating Procedure
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GUEST ARRIVAL PROCESS

· Indicate what roles this applies to.
· Describe how staff should handle the arrival of a taxi or private car. Provide a script for how they should greet guests and questions they should ask. What should they say when they take the luggage? Do they guide guests to the reception desk?
· What questions should bell staff or door staff ask the reception desk? How should they process luggage? Should it be tagged? What is the process if a room is not ready? How do you escort guests to their room and arrange luggage?

	





GUEST DEPARTURE PROCESS

When staff collects luggage from the guest room, what questions should they ask? Should they ask to arrange a taxi? If guests are leaving immediately, where should the staff member take the luggage? After luggage is loaded into a car or taxi, should guests verify that all pieces have been loaded? If luggage is being stored, how should it be labelled and processed? What steps are in place to track luggage to ensure it is not lost?

	





PROCESS FOR STORING LUGGAGE

· Describe where luggage is stored. How are pieces organized? How should luggage be labelled? What key guest information should be included with each piece, and is a special form available to record this information?
· Describe any questions that staff should ask guests about their luggage. For example, if the luggage includes fragile items, should the cases be labelled Fragile. For another example, should guests be asked about perishable items, such as food or medicines? Can these items be stored in the kitchen? 

	





PROCESS FOR STORING LUGGAGE

Who is responsible for maintaining order in the luggage room? What are the security procedures? Are guests allowed in the luggage room? Should guests be reminded to keep valuables with them? For example, laptops, fine jewelry, and phones? Should each access of the luggage room be noted in a log book?

	








	DISCLAIMER

Any articles, templates, or information provided by Smartsheet on the website are for reference only. While we strive to keep the information up to date and correct, we make no representations or warranties of any kind, express or implied, about the completeness, accuracy, reliability, suitability, or availability with respect to the website or the information, articles, templates, or related graphics contained on the website. Any reliance you place on such information is therefore strictly at your own risk.
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