t ti CHECK-OUT EXPERIENCE CHECKLIST

HOSPITALITY CHECK-OUT EXPERIENCE TEMPLATE

Check-Out Experience Checklist

Standardize departure readiness, queue management, folio accuracy, payment and privacy, billing disputes, key return, luggage, transport, farewell, digital and group

checkout, handover, and follow-up.

PROPERTY / SHIFT DEPARTURE / SAMPLE CHECKOUT / ISSUE REVIEWER / APPROVER

1. Checkout setup, departures, staffing, queues, systems, and shift readiness

1 Confirm the property, date and shift, expected departures, occupancy, checkout peak periods, front-desk staffing,
duty manager, and final reviewer.

Ready to close Follow-up due Escalate now N/A

Execution tip: Prepare for the departure peak before queues form.

2 Review late checkouts, express checkouts, group departures, airport transfers, VIP or loyalty guests,

. . . . CoT RITICAL
accessible-service needs, unsettled accounts, and other departures requiring special coordination. SRS
Ready to close Follow-up due Escalate now N/A
Execution tip: Special departures need visible ownership.
3 Verify the property-management system, payment terminals, key-return process, printers, email receipt delivery,
luggage storage, valet or parking systems, and other checkout tools are operational.
Ready to close Follow-up due Escalate now N/A
Execution tip: Checkout tools should be tested before peak use.
Check front-desk staff have current information on minibar postings, restaurant charges, spa or facility charges,
CRITICAL

deposits, credits, room moves, package inclusions, and other items that could affect final folio accuracy.

Ready to close Follow-up due Escalate now N/A

Execution tip: Late charge posting is a common folio-risk area.

Confirm queue ownership, break coverage, cash or payment responsibilities, escalation contacts, luggage and
transport coordination, and shift-handover responsibilities are clear.

Ready to close Follow-up due Escalate now N/A

Execution lip: Queue and transport coordination need clear owners.

6 Record current checkout risks such as system outages, billing disputes, delayed charge postings, transport
disruptions, long queues, unresolved complaints, or other active departure issues.

Ready to close Follow-up due Escalate now N/A

Execution tip: Know the active departure risks before the shift begins.
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2. Guest acknowledgement, queue management, departure greeting, and waiting experience

Acknowledge departing guests promptly when they approach the front desk, express-checkout area, cashier point,

concierge, bell desk, or other departure service point. CIRuIEAL SR Elr
Ready to close Follow-up due Escalate now N/A
Execution tip: Acknowledgement matters even when the guest is leaving.
8 Manage checkout queues visibly during peak periods and direct guests to available alternatives when the property
. . . . CRITICAL CHECKOUT
offers express, mobile, kiosk, or secondary service options.
Ready to close Follow-up due Escalate now N/A
Execution tip: Offer alternate checkout channels only when they truly help.
9 Provide realistic waiting-time expectations when delays cannot be avoided and keep guests informed if the queue or
. CRITICAL CHECKOUT
system delay changes materially.
Ready to close Follow-up due Escalate now N/A
Execution lip: Waiting guests need realistic expectations.
10 Prioritize time-sensitive cases appropriately, including guests with imminent transport, accessibility needs, flight or
. . " CRITICAL CHECKOUT
train departures, medical concerns, or other urgent circumstances.
Ready to close Follow-up due Escalate now N/A
Execution tip: Time-critical travelers may need prioritization.
11 Maintain a calm, professional, and courteous tone even when guests are frustrated by queues, billing questions,
CRITICAL CHECKOUT
delayed luggage, or transport pressure.
Ready to close Follow-up due Escalate now N/A
Execution tip: Pressure should not change professional conduct.
Escalate unmanaged queues, repeated missed acknowledgements, serious departure delays, or service conditions
CHECKOUT

likely to cause guests to miss time-critical commitments.

Ready to close Follow-up due Escalate now N/A

Execution tip: Departure delays can have real travel consequences.
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3. Folio review, charge accuracy, package inclusions, deposits, credits, and posting completeness

13 Verify the guest folio includes the correct room rate, stay dates, taxes, fees, package inclusions, credits, deposits, and
authorized adjustments before final settlement.

Ready to close Follow-up due Escalate now N/A

Execution tip: Review the whole folio before asking for payment.

14 Check restaurant, minibar, room service, spa, parking, transport, laundry, telephone, retail, or other charge postings
are accurate and belong to the correct guest account.

Ready to close Follow-up due Escalate now N/A

Execution tip: Cross-check delayed departmental postings.

15 Confirm complimentary items, package benefits, vouchers, loyalty inclusions, corporate billing instructions, group
arrangements, or approved waivers are applied correctly.

Ready to close Follow-up due Escalate now N/A

Execution tip: Package inclusions should be applied consistently.

16 Review late or pending charge postings before final settlement where the property process allows, especially for
minibar, restaurant, spa, or other departments with delayed posting risk.

Ready to close Follow-up due Escalate now N/A

Execution tip: Pending charges deserve attention before settlement.

17 Explain charges clearly and avoid internal accounting jargon when a guest asks for clarification.

Ready to close Follow-up due Escalate now N/A

Execution tip: Explain charges in guest-friendly language.

Escalate unexplained, duplicate, incorrect, disputed, or high-value charges that cannot be resolved within the
employee's authority before final payment is completed.

Ready to close Follow-up due Escalate now N/A

Execution tip: Unexplained high-value charges should escalate.
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4. Payment, refunds, deposits, card handling, cash control, and guest privacy

1 Confirm the final payment method matches the guest or account instruction and that required authorization,
. . CRITICAL CHECKOUT
settlement, or deposit release is completed accurately.
Ready to close Follow-up due Escalate now N/A
Execution lip: Payment accuracy is part of the guest experience.
20 Handle payment cards, digital wallets, cash, vouchers, split payments, company billing, or other payment methods
f ' : CRITICAL CHECKOUT
according to the property's approved payment-security process.
Ready to close Follow-up due Escalate now N/A
Execution tip: Use the property's approved payment-security process.
21 Protect card details, account information, guest identity, room number, billing instructions, and other private
. . . . CRITICAL CHECKOUT
information from unnecessary verbal or visual disclosure.
Ready to close Follow-up due Escalate now N/A
Execution tip: Protect card and account details at the desk.
22 Verify refunds, credits, deposit returns, voids, charge reversals, or other adjustments follow the property's approval
. . CRITICAL CHECKOUT
and documentation requirements.
Ready to close Follow-up due Escalate now N/A
Execution tip: Refunds and credits need clear approval.
23 Provide a receipt or invoice through the guest's requested supported method and confirm contact details only when
. CRITICAL CHECKOUT
necessary for secure delivery.
Ready to close Follow-up due Escalate now N/A
Execution tip: Send receipts only through supported secure methods.
Escalate payment failure, suspected fraud, disputed authorization, privacy concern, large refund, chargeback risk, or
CHECKOUT

unresolved settlement issue before the guest departs whenever possible.

Ready to close Follow-up due Escalate now N/A

Execution tip: Unresolved payment issues should not be casually deferred
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5. Billing questions, disputes, service recovery, manager escalation, and resolution

2 Listen to billing questions fully and distinguish between a request for explanation, an actual posting error,
dissatisfaction with a service, or a broader complaint requiring recovery.

Ready to close Follow-up due Escalate now N/A

Execution tip: Listen before treating every question as a dispute.

26 Review relevant records such as reservation details, package inclusions, service logs, charge postings, approvals, or
department notes before concluding whether a charge is valid.

Ready to close Follow-up due Escalate now N/A

Execution tip: Use records to resolve facts quickly.

27 Correct clear billing errors promptly within approved authority and explain the revised folio to the guest before final
settlement.

Ready to close Follow-up due Escalate now N/A

Execution tip: Correct obvious errors without unnecessary delay.

28 Escalate disputes outside frontline authority to the appropriate manager, finance representative, or department owner
with the guest impact and relevant evidence summarized clearly.

Ready to close Follow-up due Escalate now N/A

Execution tip: Summarize evidence when escalating.

29 Use approved service-recovery options when a billing issue is linked to a documented service failure and the property
policy allows an adjustment or goodwill action.

Ready to close Follow-up due Escalate now N/A

Execution tip: Recovery should match the documented service impact.

0 Record unresolved disputes with owner, next action, guest contact method, target time, and escalation point so the
guest is not left without follow-up after departure.

Ready to close Follow-up due Escalate now N/A

Execution tip: Unresolved disputes need post-departure ownership.

Tagtics | Digitize checkout readiness, folio accuracy, payment, luggage, transport, follow-up, and departure trends.

CRITICAL

CRITICAL

CRITICAL

CRITICAL

CRITICAL

CHECKOUT

CHECKOUT

CHECKOUT

CHECKOUT

CHECKOUT

CHECKOUT

Page 5
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6. Key return, room release, late checkout, luggage, lost property, and final room handoff

3 Confirm room keys, key cards, access devices, parking cards, or other issued guest-access items are returned or
. . CRITICAL CHECKOUT
deactivated according to the property procedure.
Ready to close Follow-up due Escalate now N/A
Execution tip: Key return should update room status accurately.
32 Verify checkout time, late-checkout approval, room-vacated status, and front-office room status are updated
. . . CRITICAL CHECKOUT
accurately so housekeeping receives the correct turnover signal.
Ready to close Follow-up due Escalate now N/A
Execution tip: Housekeeping depends on correct room-release information.
Coordinate luggage collection, storage, tagging, transfer, porter support, or delivery using the property's identification
33 . CRITICAL CHECKOUT
and security procedures.
Ready to close Follow-up due Escalate now N/A
Execution tip: Luggage handoffs need traceable identification.
34 Check items left at the front desk, safe-deposit service, packages, deliveries, or other guest property are handed over
. CRITICAL CHECKOUT
securely and documented where required.
Ready to close Follow-up due Escalate now N/A
Execution tip: Guest property should remain controlled.
35 Provide clear information on lost-property reporting when a guest identifies a missing item during or immediately after
CRITICAL CHECKOUT
checkout.
Ready to close Follow-up due Escalate now N/A
Execution tip: Lost-property guidance should be easy to understand.
Escalate missing luggage, access-device discrepancies, room-status conflict, guest-property concerns, or other
CHECKOUT

departure handoff failures requiring security or management attention.

Ready to close Follow-up due Escalate now N/A

Execution tip: Missing luggage or access devices need escalation.
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7. Valet, parking, transport, concierge, airport transfer, and departure logistics

37 Confirm valet or parking retrieval requests include the correct guest or vehicle reference and are sent early enough to

support the expected departure time. CIRuIEAL SR Elr
Ready to close Follow-up due Escalate now N/A
Execution tip: Request transport early enough for the departure time.
38 Verify taxi, chauffeur, airport transfer, shuttle, rental car, or other transport arrangements include the correct pickup
. . . . A A CRITICAL CHECKOUT
time, location, provider details, and guest confirmation.
Ready to close Follow-up due Escalate now N/A
Execution tip: Confirm provider and pickup details before the guest leaves.
39 Check luggage and transport handoffs are coordinated so bags are matched to the correct guest, vehicle, room, or
CRITICAL CHECKOUT
storage reference.
Ready to close Follow-up due Escalate now N/A
Execution tip: Keep luggage and transport references matched.
40 Provide current travel-time guidance or departure recommendations only within the hotel's available information and
. . . L CRITICAL CHECKOUT
avoid guaranteeing external traffic or transport conditions.
Ready to close Follow-up due Escalate now N/A
Execution tip: Do not guarantee traffic conditions.
41 Offer practical alternatives when a booked or requested transport service is delayed, unavailable, or at risk of causing
. . CRITICAL CHECKOUT
amissed connection.
Ready to close Follow-up due Escalate now N/A
Execution tip: Offer alternatives before the delay becomes critical.
Escalate missing vehicles, lost luggage, unconfirmed airport transfers, major transport delays, or other departure
CHECKOUT

failures that could cause a guest to miss important travel.

Ready to close Follow-up due Escalate now N/A

Execution tip: Missed travel risk requires rapid manager involvement.
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8. Farewell, guest recognition, feedback, unresolved issues, and final impression

4 Close the checkout interaction courteously by acknowledging the stay, thanking the guest, and checking whether any
final assistance is required.

Ready to close Follow-up due Escalate now N/A

Execution tip: The farewell is the final service touchpoint.

44 Recognize loyalty status, repeat-stay history, or approved guest preferences appropriately when relevant without
making the interaction feel scripted or exposing private information.

Ready to close Follow-up due Escalate now N/A

Execution tip: Recognition should be appropriate and discreet.

45 Invite feedback professionally when the property standard requires it, without pressuring guests to give positive
ratings or public reviews.

Ready to close Follow-up due Escalate now N/A

Execution tip: Feedback requests should remain optional.

46 Confirm any unresolved room, service, billing, complaint, transport, or lost-property issue has a named owner and
clear next guest contact before departure.

Ready to close Follow-up due Escalate now N/A

Execution tip: Unresolved issues need one post-departure owner.

47 Provide appropriate apology or recovery acknowledgement when the stay included a significant service failure, even if
the operational issue has already been corrected.

Ready to close Follow-up due Escalate now N/A

Execution tip: Acknowledge significant service failure before the guest leaves.

48 Escalate departures where the guest remains highly dissatisfied, threatens formal escalation, reports a sensitive
concern, or leaves with a materially unresolved hotel failure.

Ready to close Follow-up due Escalate now N/A

Execution tip: Sensitive unresolved cases need manager follow-up.
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9. Express checkout, digital checkout, group departures, and special departure workflows

49 Verify express or digital checkout instructions are clear, available only to eligible guests where applicable, and
supported by accurate folio review and secure receipt delivery.

Ready to close Follow-up due Escalate now N/A

Execution tip: Digital checkout still needs human support paths.

50 Check guests using mobile, kiosk, key-drop, or other non-desk checkout options can easily reach staff when they
need billing help, luggage support, transport, accessibility assistance, or complaint handling.

Ready to close Follow-up due Escalate now N/A

Execution tip: Non-desk checkout should not hide billing errors.

51 Confirm group, conference, crew, tour, or corporate departures follow the correct master-billing, individual-charge,
key-return, luggage, transport, and room-release process.

Ready to close Follow-up due Escalate now N/A

Execution tip: Group departures need clear master-billing rules.

52 Verify room keys, folios, receipts, group documents, transport lists, and luggage tags are prepared and distributed
securely for large coordinated departures.

Ready to close Follow-up due Escalate now N/A

Execution tip: Protect guest information in departure documents.

53 Check exceptions such as extended stays, disputed master accounts, no-show departures, early departures, split
folios, or retained luggage are clearly owned and documented.

Ready to close Follow-up due Escalate now N/A

Execution tip: Departure exceptions should not disappear into manual notes.

Escalate system errors, incomplete group billing, unsecured guest data, missing key or luggage records, or departure
exceptions likely to affect multiple guests.

Ready to close Follow-up due Escalate now N/A

Execution tip: Multi-guest failures require immediate escalation.
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10. shift handover, unresolved departures, metrics, trends, coaching, and sign-off

Carry unresolved billing disputes, refunds, lost property, transport failures, complaints, delayed receipts, charge

55 - ) ) . : CRITICAL
investigations, or other departure issues into shift handover with named owners.
Ready to close Follow-up due Escalate now N/A
Execution tip: Open departure cases must survive shift changes.
56 Verify incoming staff understand the next action, target time, guest contact method, approval required, current status,
and escalation point for every open departure case. CRA
Ready to close Follow-up due Escalate now N/A
Execution tip: Every case needs a next action and contact plan.
57 Trend checkout performance by queue time, billing error, payment issue, disputed charge, express-checkout use,
transport delay, luggage issue, unresolved departure, and guest feedback. CIRuIEAL
Ready to close Follow-up due Escalate now N/A
Execution tip: Trend errors by root cause, not only volume.
58 Review repeat causes such as late charge posting, unclear package inclusions, room-status errors, staffing gaps,
payment-terminal failures, transport coordination, or weak handover. CRA
Ready to close Follow-up due Escalate now N/A
Execution tip: Late postings often reveal cross-department process gaps.
59 Use recurring checkout failures to improve staffing, systems, department posting deadlines, billing controls, guest CRITICAL

communication, transport processes, training, or escalation rules.

Ready to close Follow-up due Escalate now N/A

Execution tip: Use trends to improve systems and staffing.

Record the final checklist result, unresolved high-priority departure cases, corrective actions, next review date,
front-office supervisor, duty manager, reviewer, approver, date, time, and sign-off.

Ready to close Follow-up due Escalate now N/A

Execution tip: Final sign-off should show exactly what remains open.

RUN THIS CHECKLIST DIGITALLY

Turn checkout issues into
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Try Check-Out Reviews in Taqtics

accountable departure follow-through across every shift

Capture folio issues, payment, luggage, transport, owners, handover, follow-up, and departure trends in Tagtics.
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