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Preface

Waiting staff, wait staff, or wait-staff are those who work at a restaurant or a bar attending customers —supplying them with food and drink as requested. Traditionally, a male waiting tables is called a “waiter” and a female a “waitress” with the gender-neutral version being a “server”. Other gender-neutral versions include using “waiter” indiscriminately for males and females, “waitperson”, or the little-used Americanism “waitron”, which was coined in the 1980s. Waiting on tables is (along with nursing and teaching) part of the service sector, and among the most common occupations in the United States. The Bureau of Labour Statistics estimates that, as of May 2008, there were over 2.2 million persons employed as servers in the U.S. Many businesses choose for the people waiting to all wear a uniform, a tradition that has been around in the waiting industry for centuries. In recent times there has been a trend towards automation in the service of food and drink waiting, with the advent of technologies such as robotics to take on the waiting roles that once required human staff. Waiters and waitresses, also known as servers, take orders in dining establishments and serve food and beverages to patrons. Specific duties will depend on the type of restaurant. For example, some servers may also greet and sit customers, set tables, prepare drinks and remove dirty dishes and glasses. Some dining establishments have other restaurant employees perform some of these duties.

A restaurant is an establishment which prepares and serves food and drink to customers in return for money, either paid before the meal, after the meal, or with a running tab. Meals are generally served and eaten on premises, but many restaurants also offer take-out and food delivery services. Restaurants vary greatly in appearance and offerings, including a wide variety of the main chef’s cuisines and service models. While inns and taverns were known from antiquity, these were establishments aimed at travellers, and in general locals would rarely eat there. Modern restaurants are dedicated to the serving of food, where specific dishes are ordered by guests and are prepared to their request.

This book titled, “Training Manual for Waiter and Restaurant Owner” provides readers with an introduction to the job description of waiter and waiting staff. The elements and dimensions of restaurant, café, bar, cold kitchen and the job description of a restaurant owner are described in detail. An overview of table setting and decorating is done with focus on focus on centerpieces, napkin folding, tableware and glassware. An overview of tipping and waiter training is given. Specialized reflections have been made on restaurant training and hospitality service improvement. Major focus is on personnel administration management related matters in hospitality industry. Employee training manuals provide the foundation to equip the employees with the knowledge and skills to quickly become productive and capable of creating high-quality dining experiences for their guests. Having a complete and thorough training manual for every position is critical to ensure consistent training when people are hired and for correct, consistent execution in the restaurant regardless of which staff members are on the floor. This waiter and waitress training manual is published to help one to get started with the training for their staff. Besides, this training manual can be easily customized to reflect the unique characteristics of one’s restaurant. The bibliography and detailed index are given so as to facilitate further research. The book is user-friendly.

—Editor
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1: Introduction to the Job Description of Waiter and Waiting Staff

WAITER

A waiter is a person who “waits” on tables, often at a restaurant or cafe. A female waiter is called awaitress. He takes orders and delivers food to customers. A good waiter can also help the customers by recommending the best food. Many waiters and waitresses are required by their employers to wear a uniform. Most uniforms used are black and white or all black. Historically the term waiter was used to describe customs officers who waited on the high tide for vessels to come in carrying goods to tax.

Waiters serve food and drinks to guests in hotels, restaurants, clubs and similar establishments.

Waiters may perform the following tasks:

•   take restaurant reservations

•   set tables with clean linen or place mats, cutlery, crockery and glasses

•   welcome and seat customers and hand menus to them

•   talk to guests about the menu and drinks and recommend combinations

•   in some cases promote local produce and attractions to visitors from interstate and overseas

•   take customers’ orders and pass them to kitchen staff or bar attendants

•   serve food and drinks

•   carve meat

•   make up bills and present them to customers

•   handle money or credit cards

•   clear tables and return dishes and cutlery to kitchens.

Specialisations

Commis Waiter

A commis waiter assists more experienced waiters in clearing and setting tables and transferring food from the kitchen or serving station to customers at tables.

Drinks Waiter and Wine Steward (Sommelier)

A drinks waiter and wine steward (sommelier) specialises in serving wine and other beverages.

Maitre d’

A maitre d’ is an experienced waiter that supervises the work of other waiters and assists in the administration of the restaurant.

Silver Service Waiter

A silver service waiter generally a more experienced waiter who specialises in serving food, using a fork and spoon, from platters directly to the guests’ plates at the table. Waiters often work split shifts and in the evenings, weekends and public holidays. They spend long periods on their feet and may have to deal with difficult customers. Uniforms may be supplied by employers.

Personal Requirements

•   well presented

•   good communication skills

•   good memory

•   polite and patient

•   friendly, efficient and speedy

•   enjoy working with people

•   able to work as part of a team

•   able to handle money

•   stamina.

WAITING STAFF

Waiting staff, wait staff, or waitstaff are those who work at a restaurant or a bar attending customers — supplying them with food and drink as requested. Traditionally, a male waiting tables is called a “waiter” and a female a “waitress” with the gender-neutral version being a “server”. Other gender-neutral versions include using “waiter” indiscriminately for males and females, “waitperson”, or the little-used Americanism “waitron”, which was coined in the 1980s. Waiting on tables is (along with nursing and teaching) part of the service sector, and among the most common occupations in the United States. The Bureau of Labour Statistics estimates that, as of May 2008, there were over 2.2 million persons employed as servers in the U.S. Many businesses choose for the people waiting to all wear a uniform, a tradition that has been around in the waiting industry for centuries. In recent times there has been a trend towards automationin the service of food and drink waiting, with the advent of technologies such as robotics to take on the waiting roles that once required human staff.

Duties of Waiting Staff

The duties of waiting staff include preparing tables for a meal, taking customers’ orders, serving drinks and food, and cleaning up before, after and during servings in a restaurant. Silver service staff are specially trained to serve at banquets or high-end restaurants. They follow specific rules of service and it is a skilled job. They generally wear black and white with a long, white apron (extending from the waist to ankle). The head server is in charge of the waiting staff, and is also frequently responsible for assigning seating.

The functions of a head server can overlap to some degree with that of the Maître d’hôtel. Some restaurants employ busboys or busgirls, increasingly referred to as bussers, to clear dirty dishes, set tables, and otherwise assist the waiting staff. Emotional labour is often required by waiting staff, particularly at high-class restaurants.

Tipping

In the United States, United Kingdom, Canada, many other Western countries and parts of the Middle East, it is customary for customers to pay a tip to a server after a meal, with a possible range from 10% to 25% depending on the level and quality of service. In some situations, a tip or “service charge” will be included on the restaurantbill in the U.S. This charge is usually applied to parties of six or more. Also called a gratuity, a “service charge” will be automatically applied for situations where the restaurant management imposes this to ensure that the servers working in such situations earn their usual tip income. Such service charges are usually around 18%; an additional voluntary tip is sometimes given. There is some debate in the U.S. whether a “minimum tip”, usually 15% to 20%, exists as a convention, regardless of the level of service. In many U.S. states, servers rarely are paid over the minimum wage for tipped employees, which is as low as $2.13 per hour, leaving the server almost entirely dependent on tips as income. This leaves servers particularly vulnerable to the whims and cultural expectations of their customers. Some believe that a “minimum tip” is a way for employers to shift the responsibility of paying employee wages onto the customer. These issues are regional, cultural, and very subjective. Taxes on wages are taken out of a waiter’s hourly pay depending on allotted tips.

In Germany and other Western countries, where minimum wages exist for servers and where tipping is not culturally entrenched, most tips take the form of rounding up to the nearest whole or half denomination of currency when the server is cashing a party out at their table. In the United Kingdom it is common practice to tip 10% of the cost of the meal.

By contrast, servers in Japan refuse tips because it isn’t a Japanese custom.

Tipping is not customary in South America, Africa, Asia, Australia and New Zealand and is not factored into wages of staff, however tips may be appreciated. This is especially the case if the customer or party has been unusually difficult or has left a mess - parents of small children, for example, may leave a small tip. In these countries, tips are often placed into a Tip Jar and pooled rather than being kept by individual servers. This money is usually then spent on things that directly benefit staff - it may be used to maintain staff facilities or to fund events such as Christmas parties, for example.

In Taiwan and Hong Kong, a 10% service fee is often added to meals in middle-to-upscale restaurants. However, this fee does not go to the waitstaff - but is simply a surcharge that is added to the price of the meal.

Where tipping is common, it may be encouraged as a social convention, but on occasion may actually be vehemently enforced by the restaurant.

FOOD SERVICE

Food Service (US English) or catering industry (British English) defines those businesses, institutions, and companies responsible for any meal prepared outside the home. This industry includes restaurants, school and hospital cafeterias, catering operations, and many other formats.

Types of Companies/Establishments

The companies that supply foodservice operators are called foodservice distributors. Foodservice distributors sell goods like small wares (kitchen utensils) and foods. Some companies manufacture products in both consumer and foodservice versions. The consumer version usually comes in individual-sized packages with elaborate label design for retail sale. The foodservice version is packaged in a much larger industrial size and often lacks the colorful label designs of the consumer version.

Providers

Foodservice sales to restaurants and institutions are estimated to be approximately $400 billion, about equal with consumer sales of foods through grocery outlets.

Employment Statistics

The foodservice industry is one of the largest employers in the United States. Over 805,360 people are currently working as servers and managers alone. 59% of these workers are under the age of 30, and over 66% hold only a high school diploma or less.

Counter Service

Counter service is a form of service in restaurants, pubs, and bars where food or drinks are ordered at the counter. Counter service is sometimes also referred to as a “bar service,” such as used for “juice bar” or in the case of pubs and bars where the counter is also called the bar. Counter service is compared with table service where service is provided at the table. With counter service, the customer generally pays before consuming the food or drink. Somefast food restaurants offer only counter service while table service is the common form in most restaurants. For pubs and bars, bar service is the norm in the United Kingdomand the Republic of Ireland whereas table service is the norm in Continental Europe.

Table Service

Table service is food service served to the customer’s table by waiters and waitressess, also known as “servers”. Table service is common in most restaurants, while for some fast food restaurants counter service is the common form. For pubs and bars, counter service is the norm in the United Kingdom. With table service, the customer generally pays at the end of meal. Various methods of table service can be provided.

Gueridon Service

Gueridon service is a form of food service provided by restaurants to their guests. This type of service encompasses preparing food (primarily salads, main dishes such as beef stroganoff, or desserts) in direct view of the guests, using a “gueridon”. A gueridon typically consists of a trolley that is equipped to prepare, cook and serve food. There is a gas hob, chopping board, cutlery drawer, cold store (depending on the trolley type) and general working area.

SILVER SERVICE

Silver service (in British English) is a method of foodservice. This usually includes serving food at the table. It is a technique of transferring food from a service dish to the guest’s plate from the left.

It is performed by a waiter using service forks and spoons from the diner’s left. In France, this kind of service is known as service à l’anglaise (“English Service”).

Features of Silver Service

•   Silver service food is always served from the left, drinks and plated meals from the right.

•   Meals are served to the diner from platters, not plated in the kitchen.

•   The guest to the host’s right is served first. (Usually a female guest)

•   Service continues clockwise.

•   Plates are cleared from the right, glasses from the right; again starting with the guest to the host’s right.

•   Glasses are stacked in a diagonal to the right and away, with wine (by course) in order, and then lastly, water glass in front.

Silver service is oriented for a right-handed waiter. Thus to serve the food, the waiter stands behind the guest and to the guest’s left, holds or supports the platter with their left hand, and serves the food with their right hand. It is common for the waiter to hold the serving-fork above the serving-spoon both in the right hand, and use the fingers to manipulate the two as a pincer for picking up, holding and transferring the food. This technique requires much practice and dexterity.

A modification of silver service is known as butler service. In butler service the diner helps himself from a serving plate held by the waiter (butler). Traditionally, this type of service was used on Sunday evenings when the waiting staff had the evening off and the butler helped out at dinner. In France, this kind of service is known as service à la francaise (“French service”).

JOB DESCRIPTIONS FOR GUEST SERVICE MANAGEMENT

General Manager

The General Manager oversees all aspects of the hotel operations including: guest relations, front desk, housekeeping, maintenance, finances, team building, and staff development. The General Manager must possess strong communication skills, both verbal and written, and demonstrate outstanding leadership.

The manager must be able to delegate responsibilities, organize complex projects, and establish priorities consistent with hotel objectives.

Assistant General Manager

The Assistant General Manager position will support the General Manager with all aspects of the hotel operations. The Assistant General Manager must also demonstrate strong communication skills and superior leadership abilities.

Front Office Manager

The Front Office Manager is responsible for all duties of the front desk operation which includes: staff training, inter-department communications, and staff scheduling. The FOM usually works a regularly scheduled front desk shift and must be available to work any shift as needed. The Front Office Manager should possess strong communication skills and demonstrate leadership abilities.

Front Office Concierge

The concierge is available to answer any guest inquires regarding the city, events, and attractions. This individual will provide exceptional customer service to all of our guests and will support other departments including Sales, Front Office, and Bellman/Van, as needed.

Guest Service Agent

Guest Service Agents are responsible for greeting and registering the guest, providing outstanding guest service during their stay, and settling the guest’s account upon completion of their stay. However, the realm of responsibilities will extend beyond that of a typical front desk agent. This allows the Guest Service Agent to expand their skill sets and work in a fast paced environment with new challenges daily. Primary responsibilities include: registering guests, making and modifying reservations, hotel operator, and concierge duties. Guest Service Agents must possess a positive and upbeat personality with a desire to deliver outstanding customer service to our guests. Guest Service Agents must have the ability to multi-task, be detail-oriented, and be able to problem solve in order to effectively deal with internal and external customers.

Night Auditor

Night Auditors are responsible for the front desk operation during the overnight shift. Primary responsibilities include: registering guests, making reservations, preparing daily reports, balancing transactions, and conducting security walks. Night Auditors must be able to work independently and with minimal supervision. They must also be able to problem solve and troubleshoot in order to resolve guest issues that may arise and respond to emergency situations.

Security

The Security position will encompass aspects of both the Night Audit and Front Desk positions as well as overseeing the safety and security of the hotel and guests throughout the evening hours. Additional responsibilities include: conducting security walks throughout the hotel property and responding to guest requests and any noise complaints. Security agents must be able to problem solve and troubleshoot in order to resolve guest issues and respond appropriately to emergency situations.

Van Driver/Bellman

Van Drivers are responsible for transporting guests to and from the hotel to local area attractions as well as assisting the guest with recommendations for restaurants and tourist activities. The Van Driver is also expected to support with front desk operations.

Primary responsibilities include: driving guests to designated locations, assisting guests with luggage, maintaining vehicle cleanliness, and concierge duties. Van Drivers must have strong analytical and navigation skills with the ability to coordinate multiple pick-ups and drop-offs on a schedule under continuously changing circumstances. A valid driver’s license and acceptable driving record is required.

Sales Department

Director of Sales

The Director of Sales is responsible for maximizing the occupancy and the average daily rate of the hotel, while upholding excellent guest service and accommodations to all guests. This position will work closely with the hotel’s preferred accounts and group reservations. The Director of Sales manages the sales effort and supports the General Manager on operational issues. This position requires excellent communication skills, both written and verbal.

Sales Manager

The Sales Manager assists the Director of Sales to increase corporate client base through consistent solicitations while establishing trust and rapport with clients to generate and boost revenues for the hotel.

The Sales Manager services new and existing accounts to ensure repeat business. This position requires excellent communication skills, both written and verbal.

Sales Coordinator

The Sales Coordinator assists the Director of Sales and Sales Manager in sales operations including: reserving meetings and conferences, coordinating wedding groups, general administrative functions, and arranging sales blitzes and giveaways. This position requires strong communication skills, both written and verbal.

Sales & Catering Assistant

The Sales & Catering Assistant is responsible for assisting the Sales team by booking and servicing groups, meeting rooms, and conferences while providing exceptional customer service to guests and clients of the hotel. This position requires excellent guest service skills and the ability to understand the guests’ needs and ideas.

Housekeeping Executive Housekeeper

The Executive Housekeeper is responsible for all duties of the housekeeping operation and cleanliness levels in all areas of the property. Responsibilities include: staff training, inter department communications, and staff scheduling.

The Executive Housekeeper will promote an atmosphere that insures the company mission statement, “Friendliness and Cleanliness”. This position requires strong attention to detail, leadership skills, and the ability to effectively deal with department heads, guests, and team members.

Assistant Executive Housekeeper

The Assistant Executive Housekeeper supports the Executive Housekeeper in all duties of the housekeeping operation and cleanliness levels in all areas of the property. Responsibilities include: staff training, inter-department communications, and staff scheduling. The Assistant Executive will promote an atmosphere that insures the company mission statement, “Friendliness and Cleanliness”. This position requires strong attention to detail, leadership skills, and the ability to effectively deal with department heads, guests, and team members.

Continental Breakfast Attendant

The Continental Breakfast Attendant is responsible for setting up the daily complimentary continental breakfast, ensuring that the breakfast items are well stocked, and cleaning up after breakfast. This position requires multi-tasking abilities and ability to effectively communicate with guests regarding breakfast offerings and basic hotel information. A valid Food Handler’s permit is required.

Houseperson

The Houseperson is responsible for maintaining the cleanliness and appearance of the hotel and providing customers with quality service in a timely and friendly manner. Responsibilities vary but may include: cleaning and maintaining the appearance of the public areas of the hotel, deep cleaning of assigned areas, setting-up and maintaining complimentary hotel lobby functions including the coffee service and nightly concierge events, cleaning and setting-up meeting room functions, restocking housekeeping stations, delivering service items to guest rooms upon requests from the front desk, and driving shuttle van when needed.

Room Attendant

Room Attendants are responsible for the cleanliness of guest rooms, hallways, and public areas in the hotel. Responsibilities include: servicing guest rooms daily in accordance with hotel procedures, stocking cart with room supplies, and replacing bed linens and replenishing guest room supplies. This position requires strong attention to detail, ability to communicate effectively with guests and team members verbally or in written form, and the ability to bend, lift, and be standing or walking all day.

Maintenance

Chief Maintenance Engineer

The Chief Maintenance Engineer is responsible for maintaining the overall operation of the maintenance department and the appearance and working order of the hotel. The engineer must be able to work independently, as well as, with others. Responsibilities may include: maintaining the exterior of the building, parking lot, and common areas, driving shuttle van as needed, maintaining all equipment in guest rooms, conducting monthly safety inspections and training the staff on safety and emergency procedures, and working with vendors.

The Chief Maintenance Engineer must be willing to respond to emergencies, even if after hours, and work with corporate maintenance on special remodeling projects or capital expenditure needs. This position requires overall maintenance knowledge and trouble shooting ability with skills in painting, HVAC, carpentry, equipment, and tool usage.

Assistant Maintenance

The Assistant Maintenance Engineer supports the Chief Engineer in maintaining overall appearance and working order of the hotel. This position must be able to work independently as well as with others. The Assistant maintenance position requires overall maintenance knowledge and trouble shooting ability with skills in painting, HVAC, carpentry, equipment, and tool usage.

ROLE OF ‘GUEST SERVICE AGENT’ IN A HOTEL

The Guest Service Agent’s responsibilities include some of the following:

•   Greet and register incoming guests.

•   Process guest folios and collect payment.

•   Administer and manage cash handling responsibilities.

•   Handle guest requests and concerns promptly and with courtesy.

•   Assist guests with any inquiries regarding local entertainment, restaurants or transportation.

•   Maintain efficient and effective flow of information with guests and all internal departments.

•   Handle additional duties as needed by guests or management.

DUTIES OF A GUEST SERVICE AGENT

•   A guest service agent manages the guests who bookrooms at a hotel—his main goal is to inspire eachhotel guest to come again. A guest service agentworks at the front desk, front door, back office, andsometimes patrols the hallways of the hotel. Heinteracts with other hotel employees and visitors ona daily basis.

Assist Guests and Assure Satisfaction

•   The guest service agent works to ensure hotel guestsare happy and comfortable during their stay. If guestsneed extra towels or access to a microwave, theguest service agent must accommodate or give aviable alternative solution. If the hotel has a guaranteein place, like discounts for guests who are not happy, the guest service agent extends the credit to customeraccounts.

Check-Ins and Checkouts

•   The guest service agent works the front desk of thehotel. He greets guests as they arrive and asks ifthey need assistance with baggage. If so, the agentcalls for help from a bellhop or runner. The guestservice agent registers guests, provides informationabout the accommodations and amenities, and givescustomers instructions on finding their rooms.

The agent also processes checkouts and provides guests with their final bill. If there are issues regarding the bill, the guest service agent investigates, provides proof of the charges and adjusts the bill to reflect the correct information if necessary.

Sell, Upsell and Maximize Revenue

•   Guest service agents also act as salespeople to helpmaximize the hotel’s revenue. When the customercalls to make a reservation, the agent’s boss mightrequire him to attempt to sell a more expensiveroom to the guest, like a suite, by describing theadditional features that come with the room, like aJacuzzi, spa services or an oceanfront view. Whenthe customer checks in, the agent is responsible forupselling (selling more than the room) by mentioningpaid amenities like dry cleaning and pay-per-viewmovies.

MANAGING GUEST CHECK-INS AND CHECK-OUTS

Provide your guests with clear details about arrival and departure within your vacation home directions, welcome letter and local attraction book. Use our samples as a guideline for creating check-in and checkout policies that will ensure a smooth transition between guests at your vacation home.

10 Less-Obvious Things to Include in Your Vacation Home Directions Help renters be fully prepared for their stay at your home by going the extra mile with your vacation home directions

10 Things to Include in Your Pre-Arrival Information for Vacation Rental Guests Important instructions, directions and warnings to share with your guests about before they begin their travels

25 Things to Put into a Local Attraction Book for Your Guests Tips for compiling area information and other extras to enhance your guests’ stay

Checklist for Creating Comprehensive Directions for Your Renters Make sure you aren’t leaving out any important information for your guests

Handling Back to Back Rentals Avoid potential problems with your housekeeper and your vacation rental guests with strict check-in and checkout times

How To Get Keys To Your Vacation Rental Guests The pros and cons of lockboxes, keyless entry systems, and old-fashioned snail mail

Parking Passes and Gate Codes at Your Vacation Condo Rental Tips for condo owners about deadling with security gates and designated parking spaces for rental guests

Sample Checkout Policy & Departure Checklist Communicate your checkout procedures clearly to avoid misunderstandings and delayed checkouts

Sample Directions for Your Vacation Rental Guests Learn how to make your vacation rental directions clear and thorough

Sample Emergency Contact Sheet for Your Vacation Rental Guests The important emergency information you should have readily accessible for your guests

Welcome Baskets and Gifts for Your Vacation Rental Guests A variety of ideas to surprise and delight visitors to your vacation home from the moment they arrive

What to Include in Your Check-in Policy and Welcome Letter The two major components involved in ensuring a smooth check-in process for your vacation rental guests

When Should You Be Flexible With Check-in and Checkout Days? Transcript: Christine answers a question from an owner with a Saturday to Saturday check-in and checkout wondering how to handle a checkout that spills over into a subsequent week

MODEL CHECK-IN POLICY AND WELCOME LETTER

Creating a check-in policy for your vacation rental is simple but important. By clearly establishing a few basic rules up front, you can head off problems before they occur and address potential guest complaints before they escalate into full-blown disasters.

There are two major components involved in ensuring a smooth check-in process for your vacation rental guests:

•   The pre-arrival packet (including complete directions and check-in instructions) that you e-mail to guests after you’ve received payment in full

•   The welcome binder of house information and local attractions that you keep on-site at your vacation home.

The most important information about your home should be duplicated in both places so it’s accessible to guests both before and during their stay.

When it comes to spelling out the details of your check-in policy, you should reiterate the relevant check-in rules in your rental agreement as well. Those rules are:

No Early Check-ins

To avoid guests arriving before your home has been fully cleaned and prepped for their arrival, make sure to clearly state the check-in time, date and day of the week and to reiterate that early check-ins are not allowed.

Check-in is on Saturday, June 14 at 4:00 pm. Early check-in is not allowed.

Report Complaints Immediately Upon Arrival

A crucial part of your check-in procedure should instruct guests to inspect the property as soon as they arrive and to notify you or your housekeeper immediately about any cleaning or maintenance problems (such as missing towels, a broken air conditioner, etc.) By addressing guests’ potential problems up front, you can help protect yourself from refund requests or negative reviews after the fact.

When you arrive, please inspect the condo for cleanliness. If ANYTHING is not acceptable, do not hesitate to call the housekeeper at XXX-XXX-XXXX.

To ensure that guests remember to check for problems as soon as they arrive, you’ll also want to highlight this information in the welcome letter that you leave in an easy-to-find spot, such as a kitchen counter or entryway table (along with your welcome gift or basket, if you choose to give one.) A typical welcome letter will read something like this:

Welcome! We hope you have arrived safely and had no trouble finding our home.

We know you must be ready to relax and start your vacation, and we want you to make yourself at home right way. We just ask all guests to go through the home and report any dissatisfaction within the first 24 hours to us or our housekeeper.

Mary can be reached at XXX.XXX.XXXX. Jim can be reached at XXX.XXX.XXXX.

Housekeeper, Ms. Clean, can be reached at XXX.XXX.XXXX.

You will find a binder with information about the house and the area on the kitchen counter. Should you have any other questions during your stay, feel free to contact us. We also have a guestbook on the living room coffee table. We encourage you to browse through past entries and leave your own as well.

We hope you enjoy your stay and visit us again in the future!

Regards,

Mary & Jim Jones

What other information do you include in your welcome letter to guests?

“This comes from my professional experience and the way I was raised: “Please do not leave the home with the clothes drier, dishwasher or any electrical appliance that contains a heating element running.” I have witnessed 3 serious home fires in my lifetime from dishwashers and coffee makers.” Tim, Ogunquit, Beautiful Place By The Sea, Maine (HomeAway # 178279)

“We keep it very simple — a single page. It is organized into sections. First is the welcome & introduction, next a list of local restaurants, a few words about each, how to find them. Section two is safety. Next comes tips and conservation — we are off grid, have a composting toilet, so a few words about how it all works and the guests’ part. Finally, hot tub & comfort. Then again how to reach us. We are very hands on with guests. We greet them, show them everything as off grid living in a treehouse is so new to most everyone. We assure them we are only two blocks away and can be there right away if a situation emerges.

The written page is more a convenience and heads up for guests who otherwise might miss out on something like the glow at night at the volcano than a bunch of rules. We avoid rules.

So far, it works well. The only disappointment we’ve had is the towel that was scorched, and you simply cannot anticipate what weird things someone will do.” Gail, Volcano, Hawaii (HomeAway #209810)

“We have 3 giant, high-tech flat screen TVs with HD, Premium Cable and DVR players. I make a special sheet for each TV with the operating instructions in clear simple language. I also number and label the remotes that go with each TV (i.e. living room has 3 remotes so the label reads “livingrm 1 of 3,” etc.). When the guests leave they can account for all the remotes and put them back in the property baskets in the proper room. No more lost remotes!” Rosemary, D.E. (HomeAway #186828, VRBO #197975)

“On my list I make sure they know where the fuse box is and the flashlights, in case the electricity goes out.” Lisa, Southold, North Fork, Long Island (VRBO #256774)

“A request not to take condo towels to the pool or spa because towels are furnished there.” Belinda, Park City, Utah (HomeAway, VRBO #131966, VacationRentals.com #21490)

“My welcome letter is very polite and explains my house rules such as not smoking inside, turning off appliances when not in use, not allowing pets inside, etc. I also attach an inventory list of the items both inside and outside the villa, so guests know if damage does occur what the charge will be. I finish my letter by telling them that this will be their home for as long as their vacation lasts, and I’m sure they will love it and treat it as if it was their own.

This really works because they want to show just how much they respect the house. Guests tell me that they like my welcome letter as they are sure that all previous guests take good care of the house for the next ones.” Yioula, Platanias, Chania, Crete, Greece (HomeAway #181988)

“Something that has been very helpful to me is that I include a check-out ‘To Do’ list for my guests. The list includes a check-off sheet that outlines the specific tasks all guests have to complete prior to exiting the condo (e.g. load dishwasher and push start, take out trash, etc.).” Sherri, Destin, Fla. (HomeAway #231615)

“In my welcome letter I begin with ‘Welcome to our home’ and remind them that they are responsible for the home during their stay and to please turn off all lights and appliances when not in use. I end with ‘We hope you enjoy your stay with us.’” Larry, Lake Harmony, Pa.

“Although we have a basket full of brochures and maps in the cabin, they very often become old and outdated. We suggest that when guests visit a place of interest, they bring back a menu, brochure, maps, etc. to leave in the cabin for future visitors.” Bob & Perry, Stecoah, N.C.

FLEXIBLITY WITH CHECK-IN AND CHECKOUT DAYS?

Q: “How do I handle requests for rentals that cover multiple, but not complete weeks? I currently advertise a policy of Saturday to Saturday check-in and checkout. I had a request for a rental for August 1st through the 13th. The final checkout spills over into a subsequent week.”

A: Winona, with this particular rental, looking at the dates, this actually spans over three weeks and not just two weeks. It spans from Wednesday, August 1st through Monday, August 13th. So it really spans three weeks.

With something like this, you’ve got to look at the pluses and minuses of this particular rental. First of all, are you confident that that property will book the first week, the second week, and the third week of August? If you think the rental might only book two out of the three weeks, I would charge them the full two weeks’ rental, and then take your chances you may be able to book that third week.

The other thing that you could do is if you’re confident in the market... Which I happen to know my markets very, very well, which weeks year after year typically book and typically don’t. If you’re confident in the market, then what you can do is just say, “I’m sorry, we only book Saturday to Saturday. If you would like this Saturday to next Saturday, then it’ll work.”

Here’s an issue that I just had yesterday. I had somebody looking for Sunday to Sunday. I told them they’re welcome to rent it Sunday to Saturday, and if indeed that Sunday is still open, say a few days or maybe into their stay, and then I would consider renting that extra day. But I don’t want to go and mess up two whole weeks just for one night rental. Keep that in mind.

MODEL PRE-ARRIVAL INFORMATION FOR VACATION RENTAL GUESTS

1. Your physical property address: You’d be surprised how many vacation rental owners give step-by-step directions without noting the exact address.

2. Directions to the nearest grocery stores, attractions, hospital/clinic, and 24-hour pharmacy: When writing these directions, don’t forget to tell your guests which way to turn out of your driveway. Also consider including directions and schedules for local religious services.

3. Detailed check-in and departure instructions

4. Trash pick-up and recycling information

5. Items that you recommend guests bring: Give a detailed list of all of the items in your home (hair dryer, iron, etc.). This will help your guests know what to pack.

6. Items that you supply: (starter pack of paper products but not a full week’s supply) Be sure to remind them what items you do not supply (beach towels, beach chairs, laundry detergent, etc.).

7. Emergency contact information: Include a list of your phone numbers, as well as, those of your housekeeper or maintenance person. Nothing is more frustrating to a renter than having something go wrong and not being able to reach anyone to fix it.

8. Tap water information: Does the well water at your cabin rental give off an unpleasant odor? If your tap water may be unpleasant to some guests, explain this in your directions and suggest that your renters stock up on bottled water.

9. Tips for energy conservation: It’s never a bad idea to gently remind your guests to turn off the lights and lower/ raise the thermostat if they’re going to be out of your cottage or condo for the day. You may even consider investing in a tamper proof thermostat, but you would want to set the temperature to a reasonable degree so your guests aren’t uncomfortable.

WELCOME BASKETS AND GIFTS FOR YOUR VACATION RENTAL GUESTS

If you’ve considered offering welcome baskets at your vacation home but don’t know where to begin, we have compiled a variety of great ideas to delight your renters. Because you are simply offering something extra, your guests will appreciate your gift no matter the price point.

It might be worth your while to get creative and spend some time putting together a unique welcome package for your guests to help encourage referrals and repeat renters. Here are some suggestions for easy-to-stock gifts, fresh treats, and themed baskets.

Easy-to-Stock Gifts

Your first instinct, no matter where you live or where your home is, might be to leave a bottle of wine for your guests. Many owners, especially in popular wine-producing regions, choose to go this route for ease and simplicity, and let’s face it — the almost-universal appeal! There are a number of online retailers (like Wine.com) who offer reasonably priced bottles and will deliver. However, keep in mind that there might be some risk of liability if an accident were to occur. It is best to consult an attorney about the particular laws for your area to avoid problems down the road.

If you don’t live near your vacation home, you can still create gift baskets in advance and store them in your owner’s closet. For example, you can buy hats and T-shirts from local souvenir shops or even have your home or logo printed onto T-shirts. In this case, buying in bulk will even save you money.

A morning beverage basket is also a popular choice and includes items that won’t spoil quickly. You can create baskets with coffee, tea, cocoa, sugar, and maybe even a mug featuring an attraction from your area. Local teas would be an especially nice touch.

A snack basket is another option if you use items like popcorn or nuts. You can even set out a bowl of shelled nuts with a nutcracker because it will last longer than most food.

Chocolates will also last a reasonable amount of time, and placing them on guests’ pillows will add an upscale feel.

To localize your welcome package, you can always include discount coupons for nearby attractions or leaflets about events in your area. While the events may only occur at certain times of the year, general pamphlets on area activities are always helpful for renters.

Fresh Treats

If you are fortunate enough to live close to your vacation property, you might consider dropping off cookies or even baking them at the home so your guests are welcomed by the smell of fresh treats. To save time, make a large batch of cookie dough and freeze it so that you just have to take care of the actual baking on check-in day.

If you are able to be at your home before each set of guests arrives, you can go the extra mile by providing fresh fruit, cheese, or flowers. Vacationers always appreciate local fare, so providing something authentic from your home’s location is a special touch.

If you are really keen on the idea of fresh items for your guests but you can’t get to your home between every renter, consider working out an arrangement with your housekeeping staff. Many housekeepers would be willing to drop off fresh treats when they go to the home for cleaning. Some owners have even shared accounts of their housekeepers offering to bake their own goodies! You could also purchase pre-made gift baskets and have them delivered to your housekeeper or directly to your vacation home.

Themed Baskets

Another option is to create a welcome gift that is more personalized for your home or your renters. If you own a cottage in a cooler climate, you could provide cider and a S’mores kit. If you own a condo in a beach town, you could create a sun-care gift bag complete with sunscreen, lip balm, aloe, and lotion.

If your home caters to families, you might leave a gift especially for the kiddos. Coloring books or sand toys can go a long way — for the kids and for the parents! Find out their names ahead of time, and you could even add a personalized note.

Don’t forget your “special occasion” visitors. Bath products would be a romantic gift for honeymooners or couples celebrating an anniversary. Fresh flowers or champagne (if allowed) would also be appropriate. Taking the time to create welcome gifts tailored to particular guests might even increase your number of repeat renters. With a little bit of prep work, you can create a special welcome package for each of your guests. Whatever route you choose, your renters are sure to appreciate your generosity and effort.

MODEL WELCOME GIFT FOR GUESTS

“We like to leave a bottle of wine for our guests. In addition, we provide liquid soap, propane and charcoal for the grills, dishwasher liquid, toilet paper, bath soaps and basic cleaning supplies. I also call each guest personally once they check in to welcome them.” Ann, Bridgehampton, N.Y. (HomeAway #121852, VRBO #288148)

“We provide a cinnamon loaf when they check-in. This has been a great hit! Also, we bought cards, games and videos (some of both for children), some childrens’ books, magazines, and pads and pencils from the local Thrift Shop. We also provide just about everything else (toilet paper, soap, shampoo, paper towels, garbage bags, napkins, coffee, etc.). These cost us a little, but it all goes a long way as we only had 4 unbooked nights in June, July and August.” Gail and Greg, Deep Creek Lake, Md. (HomeAway #237876, VRBO #204481, VacationRentals.com)

“We use a local company to provide concierge services. We also have them put a welcome gift out for each guest group — pretzels and Stonewall Kitchen mustard pretzel sauce. I am a long time innkeeper, over 16 years, so know these types of touches are important!” Carole, York Harbor, Maine (HomeAway #242614)

“We have a 4 bdrm vacation home in Palm Springs and always supply our guests with a surprise welcome kit, including a free bottle of suntan lotion and bottled water in the fridge.
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