Grand America and Little America Hotels

Group Housing Coordinator Training Checklist 

Agent name:




Trainers Name: 





Pre-study:

· Job description

· Standards & procedures

· Definitions of common terms

· Turnover

· Resume

· Cutoff

· Attritition

· Pre-con

· CSM

· Block status

· Current/Orginal/Pickup numbers on group grid

· Elastic/ non-elastic

· Audit

	Training Checklist
	Trainer 
	Date

	Housing duties: 

· Enter rooming lists

· Review turnovers

· Maintain files for groups

· Send current pickup reports 

· Attend full pre-cons
· Correspond by phone/e-mail with clients, CSM, sales manager, and other departments
· Review no-show reports for groups

· Run audit for past groups

· Review and set-up billing


	
	

	Group block status:
· PRO (still contracting)
· INITIAL (reserving inventory)

· OPEN (good to go)

· LOS- lost block (date change)

· CANCEL 

· REG- refused block (generally if other hotel booked instead or other block created)

Block updates 


	
	

	Types of groups
· Entertainment (teams, bands)

· Large groups year–out contact and sub blocks (Third party city-wide)

· Corporate (smaller meetings)

· Catering
	
	

	Sales and Catering Breakdown
Sales- takes anything with 10 rooms + (may or may not include F/B). All sales staff can sell both properties, but depending on the zone they sell is where they contract more

Catering- takes anything without rooms or <10 rooms. (you will often see non-negotiated rates for these contracts with a courtesy catering2 rate on the grid. 

People
· Steve Combs (Director of Revenue), Camille Franson (assistant)- decisions on overbooking, 
· CSMs: Cynthia Shala and Ben Christiansen (LA), Kim Pollei, Kathryn Jennings and Jared Boyd (GA)

· LA sales offices: Frank Harris (director), Jackie Kocher, Jonathon Bakker, Matt Brucker, Blake Carling, Kristine Rhodes-George, Christopher Robinson (coordinator), Scott Farmery (DC)

· GA sales offices: Kara Swenson (assistant director), Elizabeth Barrett, Laurie Cannon, Landon Anderson
	
	

	Turnovers 
· Forwarded by sales manager
· Reservation method (RL or IND)

· Review billing instructions (maid service and porterage) 
· Review accommodation notes (should be easy for reservation agents to read)

· Concessions/additional considerations 

· Verify block has cutoff date

· Review block grid to verify additional rates added (3rd and 4th person)

· Verify grid’s current block is same as contract  

· Verify cancellation policy and add the Cancellation Rule

· Elastic vs non-elastic

· Contact CSM or sales manager with questions

· Save file for future reference

· Add alias’

· Create PM reservation (assign room 98__ for GA or 91__ for LA)

· Add any billing notes as Cashier comment (Room/tax to master, etc) and special cancellation policy as alert or general comment


	
	

	Resumes
· GA- review billing and save to group file. Amra will take care of any VIP requests

· LA- review billing and VIPs. If VIP or room service designated, set up trace for amenities

· Verify porterage and maid service if listed


	
	


	Rooming Lists

· Verify PM has all cashier comments, routing etc as needed that will duplicate onto new reservations

· Create rooming lists within the block using the group options button in the Resv tab
· Add names and save- confirmation numbers will populate or window alerting of oversell or borrow from gen. availability

· Reservations are not saved until confirmation numbers show on the left (save often for large group)

· After reservations are saved, any additional changes should be made through the resv tab (can apply changes to multiple res at once)
	
	

	No Shows 
· We wait 2 days before reviewing no-shows

· End of Day Reports- go back 2 days (defaults to day before)

· Report name: no shows of the day

· Preview report and check for any group reservations with comments referring to housing for billing. 
	
	

	Pick-up reports
· Use pick-up template in shared folder, change name of group, dates, and hotel

· Check the group grid under pick-up and fill in spreadsheet accordingly
· Compare with contract

· Sent weekly to group contact
	
	

	Audit
· Audit is run after group is checked out

· Only run for one peak night

· No rates should be given to the group

· Review contract to determine which reservations the group will get credit for
· Never send rates to group
	
	


Reviewing a Turnover

Housing reviews turnovers to verify everything is correct in the group’s block before we start taking reservations.  

1. The sales manager for the group will e-mail the turnover for review

2. In single property for Grand or Little, pull up the group block notes (Blocks-Business Block-type in group name).  When pulling up the group block ,pay attention to the property and the start and end date as some groups may have multiple blocks

3. Verify there is a cutoff date in the main screen under the Rooms tab.  If not, add the cutoff listed in the turnover or 21 days prior to the event.

4. Pull up the group Accommodation Notes (click on the red lantern labeled Notes)(There should also be a red lantern labeled Attachments, with the turnover for the group)

5. Review the contract looking for:

a. Verify there is a cutoff 

b. Billing (most common is individuals on own or room/tax to the master, though there are exceptions)

c. Reservation method (individual call-in, rooming list, or 3rd party housing bureau)

d. Concessions (ratio of comp rooms- 1/40 etc, upgrades, comp rooms, specialty rooms, staff rooms, preplanning nights, etc)

e. Special cancellation policy for reservations 

f. Porterage/maid service charges (If charged to the master or paid by individuals- mandatory or at own discretion)

6. Clean up accommodation notes. Make sure the reservation method and billing notes are listed at the top where reservation agents can easily see them

7. Verify grid- make sure rates are loaded (including additional adult charges), and that the number of rooms blocked matches the number contracted.  

8. Make a PM reservation- this will populate reservations made within the block with any comments or special instructions

a. Update with any cashier comments, if room/tax to master unclick “print rate” and update payment method to rule 5 amt 50 (LA) and amt 100 (GA)

b. Little America- assign a room number beginning with 91__ (9100-9150 for catering groups, 9151-9199 for rooms)

c. Grand America- assign room number 98__ (9800-9850 catering, 9851-9899 rooms)

Reviewing a Resume
CSMs send out a group’s resume the week before they arrive.  Resumes are sent as a final review for hotel departments involved to double-check billing, VIPs, special instructions for checking in, and any other information that is important while the group is in-house.  Housing reviews resumes to make sure billing listed matches what is on reservations, and to set up VIP amenities for Little.
1. Pull up resume from CSM’s e-mail
2. Review billing instructions for group (All charges to guest, Room/tax to master, or All charges to master). Verify in group block that reservations match these instructions

a. If billing does not match up, e-mail CSM to verify if changes were made

3. For Grand America, save e-mail once billing has been reviewed (Amra will review Grand VIPs and add amenities)

4. For Little America, review for VIP amenities

a. Under VIPs section, the CSM will designate any names and amenities

b. Add trace to reservation and paste amenity requested.  Note if comp per resume/contract/ or billed to master

c. Mark guest as Group VIP

5. Save to group’s shared folder under “resume”
Performing an Audit
An audit is performed for a group to find reservations that may have been made outside the group block.  An audit can be especially important when a group is in attrition, since any reservations found (within contract) will be credited toward the group’s revenue.  

1. Review turnover to verify which reservations the group will receive credit for (usually listed under audit, attrition, etc.

a. Usually any outside of block or those without a commission paid (no 3rd parties)

2. Find peak night by pulling up group’s grid and looking at their pick-up
3. Go to Miscellaneous- Reports- Reservation Entered On and By 

a. Click Print to File 

b. File format- Delimited Data

c. OK


d. Change Stay Date from: peak night to: peak night

e. Booking Date From: 1 year prior

f. Sort Order: guest name

g. Click File- save to Desktop

4. From Excel Sheet- click Data tab- From Text- import file created from Opera
5. Keep:

a. Resv Status

b. Room #

c. Departure

d. Group Name

e. Room Category (room type)

f. Rate Code

g. Company Name

h. Travel Agent Name

i. Arrival

j. Nights

k. Share Amount

l. Share Amount Per Stay 

6. Put Arrival and Departure together

7. Split Names into columns

a. Data- Text to Columns (by comma, tab, etc.)

8. Sort by Column A/Resv. Status

a. Delete all cancelled res and no shows

b. Delete Checked-ins with company names

9. Sort by Column B/Room #
a. Delete PMs (98__ or 91__)

10. Sort by Column G/Group name

a. Delete all with group name (group being audited and other groups)

11. Easy Sort A-Z by Last Name

12. Delete Resv Status and Room #

13. Open 2nd Excel with group’s registration list

14. Color one list (reg or ours) a different color
15. Paste at end of other list

16. Sort A-Z

17. Delete all those without a colored match

18. Delete extra copy of name
19. Arrange alphabetically, type out each title
KEEP for Hotel:


Guest Name

Arrival



Departure


Nights


Rate Code


Company


Travel Agent


Rate


Room Type


Stay Total
***NEVER send audit with rates to the group***
 KEEP for Group:


Guest Name


Arrival


Departure


Nights


*Method of reservation (3rd party)*
1

