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INTRODUCTION
The Government of Timor-Leste has identified tourism as a priority sector, with the potential
to generate income and create jobs for the nation’s young population. Following almost
ten years of consistent stability, Timor-Leste is poised to emerge as a vibrant, unique and
attractive destination for intrepid travellers. Tourism in Timor-Leste is at the early stages of
development. Currently, Timor-Leste receives very low numbers of international visitors.
In order to prepare domestic tourism operators for the anticipated growing numbers of
tourists, the International Labour Organization (ILO), and its BOSS project in partnership
with the East Timor Development Agency (ETDA), has developed this training program.
ETDA is a locally based, independent and non-profit training organization. ETDA’s primary
aim is to strengthen the capacity of the Timorese people so they can play an integral and
active role in developing and improving Timor-Leste. The ETDA training team seek to live
out the organization’s motto “build our people, build our nation”, and have made a skilled
and enthusiastic contribution to the development of this tourism and hospitality training
program.
This program consists of three modules:
1. Understanding tourists and tourism
2. Food hygiene and preparation
3. Managing reception and housekeeping
This program has been specifically designed to meet the needs and constraints of tourism
operators working in Timor-Leste. It has been tailored for audiences such as local guesthouses,
restaurants, and operators of other tourism businesses. It uses locally sourced and tested
recipes, case studies, activities and business templates, and is designed to be practicable and
applicable to small business operators in rural locations. It has been developed in both English
and Tetum, and has been piloted in two districts, with good results. The publishing of this
training program represents the culmination of over two years work with ETDA. It is hoped
this training program will continue to aid in the development and expansion of the tourism
sector throughout Timor-Leste.
The International Labour Organization (ILO) and the Government of Timor-Leste’s
Institute for Business Support (IADE) implement the Business Opportunities
Support Services (BOSS) project. It is a private sector development project with
the core objectives of contributing to employment creation and income generation,
through a systemic approach to enterprise development.
One of the initiatives of the project is to support the development of the tourism
sector, and to improve tourism service delivery at the local level, enhancing local
and national industry representation and coordination, and supporting the
marketing of Timor-Leste as a tourism destination.
The BOSS project is funded by Irish Aid and NZAID.
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INFORMATION FOR PARTICIPANTS
Welcome to the participant manual: Managing Reception and Housekeeping for guesthouse
operators. This manual has been designed to accompany 5 days of practical training, and to
help you develop your skills and knowledge even further.
Keep this manual as a reference guide, and share the information with others in your
community who might find it useful.

What is in this participant manual?
In this manual you will find information, case studies, business templates and activities to
help you manage your guesthouse effectively.
Each section of this participant guide contains information about assisting the guests that
come to your guesthouse, and maintaining your guesthouse to meet your guests’ needs.
At the back of the manual, you will find a glossary, which provides definitions of the key
words and concepts we have discussed at the training. You will also find an easy access section
where all the templates we have presented are together so you can locate and copy them easily.
The best way for you to continue to develop your knowledge and skills is to practice what
you’re learning! You should not expect to remember and apply everything you’ve learnt
straight away, but keep your manual close at hand and consult it regularly when you are
practicing the things we have learnt about in training. Discuss your progress with other
guesthouse owners, and work together to improve your skills.

What topics does this manual cover?
You might be the owner of a guesthouse, or the person responsible for managing bookings,
housekeeping, or maintenance. Part of building a successful guesthouse is being able to
manage our guests’ bookings, make sure they have a comfortable and happy experience, and
that the guesthouse is kept safe and clean for everyone.
This manual covers:
t
t
t
t
t
t
t
t
t
t

Communication and booking systems
Booking procedures
Guesthouse pricing
Recording guest consumption
Check-in/check-out procedures
Providing guest information
Housekeeping
Maintenance
Planning property improvements
Property presentation and decoration

Booking form
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This module is the third in a series of training modules designed to assist guesthouse owners
and operators with various aspects of running a successful food and accommodation business.
You will find that this module builds on and complements the previous modules, which
focused on Understanding Tourists and Tourism (module 1), and Hygiene, Food Service
and Preparation (module 2).
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PART 1:
COMMUNICATION AND BOOKING SYSTEMS

In this section you will learn about the importance of having a good communication
system in place, which means that your guests can always contact you when they need to.
We know that managing our communications systems in Timor-Leste presents a number of
challenges, so we need to plan and anticipate problems so that we can always overcome them.
When you have finished learning about communication and booking systems, you should
be able to:
t Understand and describe the key elements that make up a communication system
(e.g. phone, email, face-to-face contact, SMS)
t Understand and explain the importance of a functional and effective communication
system in running a successful guesthouse
t Identify and describe strategies to target and communicate your business and its
services (accommodation) to potential guests e.g. signage, websites, Facebook pages
and consistent phone numbers.
t Identify the necessary features of well-functioning communications system - e.g.
phones switched on, designated responsibility for answering phones, checking emails
and Facebook pages
t Understand and explain who your guests are (people from somewhere else), and how
they will know about your guesthouse (pre-bookings, word-of-mouth sales, walk-ins
etc.). You should be able to describe strategies for improving your communication
systems so these guests can contact you.
t Identify ways that you can improve the communications systems of your guesthouse
and strategies to deal with common problems (English-speaking tourists, phones that
are out of reception etc.)
Communication and booking systems | 9

1.1. WHAT IS A COMMUNICATION SYSTEM?
A communication system is the ways in which we send information about our guesthouse
to potential guests, and the ways we can receive enquiries and bookings from our guests.
Designing an effective communication system means putting your guesthouse information in
places where potential visitors will find it, understanding when and where they will look for
this information, and making sure visitors are aware of your business, so that they remember
your business name when they are thinking about where to stay.
This could be:
t
t
t
t
t
t
t
t

Phone/SMS
Email
Facebook pages
Websites
Business cards
A sign for your guesthouse
A face-to-face meeting
Any other way you are letting potential visitors know about your guesthouse and how
to contact you.

All of these sources give our guests information about our guesthouse, and ways to get in
contact with us.

It is important to remember that our communication systems are only effective if:
1. Guests can easily find out about our guesthouse; and
2. Those guests can contact us and make a booking.
10 | Communication and booking systems

Therefore, we can see that in order to communicate with our guests we need to think about:

Who our guests might be; and

Where they might look for guesthouse information.

1.2. WHO ARE WE TRYING TO COMMUNICATE WITH?
Usually, a guest at a guesthouse is a person from somewhere else. They may
be from somewhere else in Timor, or somewhere else in the world.
Because this person is from somewhere else, we can assume they do not
already know very much about our guesthouses.
This person is trying to find somewhere to stay, either in advance of their trip, or when they
arrive.
This is the person we are trying to reach.
Now, imagine you are the guest that is looking for somewhere to stay.
Where/how would you do this?
One of the best ways to decide whether our communication system is
working is to do just this. Consider the common ways our guests might
try to contact us, and then see whether we need to make any changes to
improve our communication system.

1.3. HOW DO OUR GUESTS FIND OUR CONTACT DETAILS?
There are a number of places that potential visitors might look for the contact details of a
guesthouse. The easier these details are to find, the more likely it is that a visitor will contact
you to make a booking.
Some of the common places a visitor might look are:
t
t
t
t

On the internet (e.g. a Google search)
On tourism websites
In guidebooks
In brochures

How many of these places would a visitor be able to find the contact details for your
guesthouse at present?
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If these two things are not happening, there is something wrong with our communication
system.

1.4. HOW OUR GUESTS COMMUNICATE WITH US
Phones
Many of our guests might try to contact us by phone in order to make a
booking. This is a quick and easy way both to make and receive a booking.
However, it can become very difficult for our guests to contact us by
phone if:
t
t
t
t
t

They cannot find the phone number.
The phone number has changed.
The phone is not switched on or out of range.
Nobody answers the phone or responds to a text message.
The phone is answered by someone who cannot receive a booking or answer an enquiry.

It is easy to make a communication mistake, and sometimes things such as phones being
out of range are unavoidable. Guests understand this. However, if you still want this guest to
make a booking, you will have to have a plan in place to resolve the issue quickly.
Therefore, when we are setting up and maintaining our phone systems, we should make sure:
t Someone who can speak with a potential visitor answers the phone: if you are
expecting bookings from visitors who are not Timorese (i.e. people from Australia,
New Zealand etc.), chances are you will need to be able to speak English. If possible, it
is a good idea to have a contact number for English, and another number for Tetum.
t The phone number stays the same: even if a phone is lost or stolen, it is possible to
contact Timor Telecom, Telemor or TelKomcel and request that your old number is
transferred to your new SIM.
t The phone is switched on: check your phone battery regularly, and be ready to charge
it when the battery is getting low. Your guests should be able to contact you during the
evenings and on weekends, so you must make sure the phone is always on.
t The phone stays in range: if possible, have a phone that is just for the guesthouse,
and is not somebody’s personal phone. Keep this phone at the guesthouse, and with
someone who will be ready to take a booking. If your guesthouse is located somewhere
where there is not good reception, you will need to make regular trips to somewhere
nearby that does have reception, check the phone, and return calls/messages as needed.
t Somebody will always answer the phone: you must be able to receive bookings 24/7.
Guests will call you at a time that is convenient for them, but it might not always be
convenient for you. However, if you wish to receive the booking, somebody has to
answer the phone. You might need to take it in turns, or create a roster to manage the
phone, but it should never be left unattended.
t Everybody who answers the phone is able to take a booking: make sure that
everyone who answers the phone knows how to receive a booking, and the key
information they must collect from a guest. As a minimum, someone who can take a
guest’s name and contact details, so that the call can be returned later, should answer
the phone. Phone calls should always be returned within 24 hours. If you take a long
time to return a call, the person may have already found another guesthouse to stay
at when you do call back.
12 | Communication and booking systems

If you have access to the Internet, email can be a great way to
receive bookings. It is free to set up an email account, and it has the
advantage that you only need to check it a few times in a day rather
than have it with you all the time.
Many areas of Timor-Leste still have some Internet reception even
when phone coverage is not good, so email can be a great solution
to receiving bookings.
However, like phone bookings, email bookings will only work for your business if you check
and respond to your emails very regularly. Make sure you always give out the correct email
address. It must always be spelled the same. This is very important, as otherwise your emails
will not reach you.

Websites/facebook pages
Websites or Facebook pages are also great ways for our guests to find
out about our businesses, and learn how to make a reservation.
You can find simple and easy to use templates for creating your own
website that are cheaply available on the Internet. You will need to
pay a small fee to set up this website and have it hosted online, but
this investment will create more publicity for your guesthouse, and
visitors will find it easier to find your contact details. There are some
IT companies in Dili that will be able to assist you with this if you are not confident doing
it on your own.
If your guesthouse is using a website or a Facebook page, some important things to remember
are:
t Keep it simple: it should be immediately clear that the page or site is for a guesthouse.
If you are using Facebook, do not use your personal page as this will be too confusing.
Create a business page. Name this page your guesthouse name and location. This will
mean if someone searches with key words, your guesthouse will be easy to find.
t Stick to the facts: include the information that visitors will want to know, such as
location, facilities and transport options. Whilst positive language is good, be careful
not to suggest your guesthouse has features or capabilities that it does not. Only use
photos of your business.

Signs
Sometimes, guests may simply arrive at a location and then begin
looking for accommodation. They may ask around, or walk/drive
around the area. So, how will they find you?
If it is not immediately obvious to a passerby that your property is
a guesthouse, they may just go straight past. You should make sure
you have a sign that is easily visible from the street, and clearly says ‘guesthouse’. Include a
contact phone number on this sign. That way, even if you are not there, your guests will be
able to contact you.
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Email

Word of mouth
The final way that our guests find out about accommodation
options is through word of mouth. This means when our guests
are looking for somewhere to stay, they will ask people they know
who have stayed in the area before.
Guests who have had a good experience staying in your guesthouse
may recommend your guesthouse to other people coming to stay.
However, guests who have not enjoyed their stay might also tell
other people not to stay at that guesthouse.
As a general rule, people are more likely to remember an experience
that they did not enjoy than remember an experience that was just
ok, or even good.
Did you know?
It is estimated that a guest who has had a good experience may tell 4 other people
about this. Whereas, a guest who has had a negative experience will tell more than
10 people!
It is very important to make sure that many more guests have a good experience staying with
us, so that they will recommend this to others.
See the examples of this below. Here you can see expats living in Dili recommending
accommodation to each other on Facebook, based on their experience.
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If your guests tell you that they have enjoyed their stay, don’t be shy to ask them to tell other
people that they enjoyed themselves at your guesthouse. You can explain to your guests that
you are trying to expand your business, and the extra word-of-mouth publicity would be
appreciated. Guests that have had a good time will be happy to do this for you.

1.5. COMMUNICATION PROBLEM SOLVING
Managing our communication is not always easy. Sometimes, we will come across problems
that are affecting our communication and need to find a way to fix them. Consider the
following case study.
Case study 1: Octavio’s guesthouse
Octavio operates a small guesthouse in Maliana. His guesthouse is on the property
owned by his family, and they use the income to pay for school for the family’s
children. Octavio opened the guesthouse a few years ago and manages it on his own.
When he first opened the guesthouse, Octavio rarely left Maliana. He was able to
take calls and bookings himself, which he received on his personal phone. Recently,
however, Octavio has been having problems receiving his guests’ reservations. He
has started helping his cousin on a building project near Suai, and often does not
have his phone with him, or it is out of reception. This means that he misses the
calls from his guests.
Often, at the end of the day, Octavio is too tired to return the calls he has missed.
This has created problems. Sometimes, guests are arriving unexpectedly and their
accommodation is not ready, Octavio is not there, and the family is not sure what to
do. Less and less guests are coming to the guesthouse because of this issue. Octavio
really wants his guesthouse to be successful and his guests to be happy.
What should Octavio do?
Communication and booking systems | 15

In the space below, write down how you think Octavio can solve his communication problem:

1.6. TIPS FOR GOOD COMMUNICATIONS MANAGEMENT
Even if you are already doing a great job of managing your communications, there will always
be ways that you can improve. Here are some tips for making sure your communication is
the best it can be:
t Be contactable through multiple channels: have a backup phone number, an email
address, a small website or a Facebook page that your guests can use to contact you.
t Be responsive: Take action and return calls/messages promptly.
t Use social media if possible: free pages on Facebook are a great way to let people
know about your business so it is worth taking the time to set one up. Engage in public
forums on social media to let people know about your business and what you’re doing.
t Be clear and easy to understand: keep your messages simple and easy for your guests.
Repeat and confirm consistently when communicating with visitors.
t Remember your return guests: people like to be remembered and feel important.
Keep a record of guests who have visited before, and use their names when greeting
them. You can even consider rewarding guests who visit you often, e.g. with their
favorite room, a small discount, or a free snack/drink.

16 | Communication and booking systems

PART 2:
BOOKING PROCEDURES

In this section, we introduce and discuss a number of tools you can use to help you
manage your guesthouse bookings professionally and effectively.
It is very important to keep complete and accurate records of your bookings. This helps you
to avoid making mistakes such as double-booking a room, or not planning properly for a
guest’s arrival. It will also help you to predict and manage your guesthouse income.
You do not need a computer or other expensive equipment to manage your bookings. There
are some very simple forms and templates you can use to manage this process without
incurring any additional costs to your business. Managing our booking procedures is key to
a successful business, and ensuring your guests are happy.
When you have finished learning about booking procedures, you should be able to:
t Understand and explain the steps that you need to take when you receive a booking
request.
t Describe and demonstrate appropriate methods for receiving a booking from a guest
in each of the following ways – phone, text message, email and walk-in.
t Understand and identify the equipment and resources required to manage reservations
effectively.
t Understand and explain appropriate processes for responding for booking adjustments
such as cancellations, changes and extensions, and describe an appropriate action plan
in the event that you cannot accommodate the requested change.
t Understand and explain an appropriate response to a guest in the event of a
communication issue.
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2.1. WHAT IS A BOOKING?
A booking, also called a reservation is when our guests contact us in advance of arriving at
the guesthouse to check that there is room available for them to stay, and to reserve a space
so they can be certain this room will be available when they arrive. Some guests call weeks in
advance to make this booking, some may call a few days ahead, and some only a few hours.
Regardless, if you tell a guest that there is room for them to stay at your guesthouse, and
accept their booking, they will expect that you will honor your commitment to their booking.
A booking is considered a verbal contract. Therefore, it is very important that you have a
good system for managing this process.

2.2. WHAT ARE THE STEPS WE NEED TO TAKE TO RECEIVE A BOOKING?
The most common mistake we make when receiving a booking or a booking enquiry is not
collecting all the information we need. Follow these steps to make sure you know and record
all of the key information about your guests’ arrival:
Step 1: collect basic information
t
t
t
t
t
t

Arrival date
Departure date
Number of rooms
Number of people
Type of group – e.g. a family, adults, children, numbers in each room etc.
Bed types (single, double)

Step 2: see if the requested room(s) are available for these dates
Step 3: confirm to your guest if the rooms are available, and what the price will be. Inform
the guest of any inclusions (e.g. breakfast)
t If the rates and price are accepted by the guest, continue with the booking.
t Be aware that a guest may wish to enquire about the price but may not be making a
booking right now.
Step 4: collect additional information
t
t
t
t

Contact name
Contact phone number or email
Estimated arrival time (if known)
Mode of transport to the guesthouse (e.g. bus, plane, ferry, car etc.)

Step 5: update your bookings log
Step 6: re-confirm the booking with the guest (optional)
t Usually a few days in advance of their arrival.
t If you cannot get in contact with the guest, you should always assume they are still
coming unless they inform you otherwise.
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2.3. USING A BOOKING FORM
Here is an example of a booking form:

Booking procedures | 19

PART 2

Tip: a good way to handle a guest special request that you may not be able to
accommodate (e.g. a certain room) is to simply inform your guest that you will do
your best, but cannot guarantee everything, as you do not yet know what additional
bookings you might get for the same period.

Consider the following scenario:
Octavio’s guesthouse receives a booking enquiry over the phone. Jose, who is
Octavio’s brother, takes the booking. The guest’s name is Jack Black. He wishes to
reserve 1 room with a double bed for himself and his wife. They will arrive on
December 1, and stay for 2 nights, leaving December 3. Jack says they will arrive
in the afternoon, after 3pm. Since Octavio is away this morning, Jose has informed
Jack that he will call him back later today to confirm availability and price. Jack
gives Jose his phone number.
Jose should fill in the booking form as follows:

20 | Booking procedures

Octavio now updates the booking form as follows:

Booking procedures | 21

PART 2

Later in the afternoon, Octavio returns. Jose gives him the booking form, and Octavio checks
that the room is available. Seeing that it is available, he calls Jack and tells him the room is
available, and the price. Jack is happy with the room and the price, and so Octavio updates
the bookings log.

A few weeks later, Octavio checks his booking log for the coming week. Seeing Jack’s booking,
he locates the booking form and calls Jack to re-confirm his booking. After re-confirming
the booking, Octavio updates the booking form. Octavio should update the form as follows:

We can see that Jose has undertaken step 1 of the booking process while Octavio was away,
and then Octavio was able to complete steps 2 to 6 using the information that Jose had
already recorded.
Using the booking form helps Octavio’s guesthouse to stay on top of which step they are up
to in the booking process, and means that guest enquiries can be received even if Octavio is
not there.
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To receive a telephone booking, simply the follow the steps outlined in section 2.2,
making sure you answer the phone politely, and end the call politely when finished.
Here are some guidelines to follow:
Answering the telephone
1. Answer quickly!
Try to answer the phone within 3-5 rings.
2. Speak up!
Speak in a pleasant voice that the caller can easily hear.
3. Practice and use a polite greeting.
“Good morning, …………………… guesthouse, (your name) speaking, how
may I help you?”
4. Follow step 1 of the booking process.
Record the information on the guest enquiry form, and repeat each detail back to
the guest to confirm.
5. Have a calendar handy.
Say the day and the date when repeating back to the guest. This will help to avoid
any confusion. E.g. “you wish to arrive on Friday December 4, and will leave on
Sunday December 6. Is this correct?”
6. Continue with steps 2 to 4 of the booking process.
If you are able to check the booking log now, check and confirm availability of the
rooms requested. Confirm availability and inclusions to your guest.
Say “I can confirm we have a room available for Friday December 4 for 2 nights.
The cost is $20 per person per night. This price includes breakfast. Would you like
me to reserve this room for you?”
7. If you are not able to check the booking log now.
Say “I am not able to check our bookings right now, but can I take your name and
contact phone number and call you back later today?”
8. Ask guests to repeat any details you are not sure of
Take time to make sure you have all the information you need. Ask guests to spell
their name if you cannot understand it easily.
9. End the call politely.
Say “thank you, have a good day”.
10. To end the call if the caller is a guest.
Say “Have a good day and enjoy your stay at …………………… Guesthouse”.
If you cannot understand the caller:
Say “Sorry I cannot understand, could you please speak more slowly?”
If you still cannot understand the caller:
Say “Sorry I cannot understand you, but someone will call you back. What is your
telephone number please?”
Important! If you need to call a guest back, make sure you do this as quickly as
possible.
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2.4. HANDLING A TELEPHONE BOOKING ENQUIRY

2.5. HANDLING AN EMAIL BOOKING ENQUIRY
Receiving booking enquiries by email is becoming more and more common, so it is handy to
have a pre-prepared response that you can adjust to suit the booking enquiries as you need.
Here is a sample email enquiry and response. You can use this to create customized email
responses for your guesthouse.
Sample email reservation request and reply
From: <jackblack@gmail.com>
To: <octaviosguesthouse@gmail.com>
Dear Octavio’s guesthouse,
Do you have rooms available for December 1 - 3? We need a room with a double bed
for 2 people.
What would the price be for two nights?
Thank you
Mr. Jack Black
From: <octaviosguesthouse@gmail.com>
To: <jackblack@gmail.com>
Dear Mr. Black,
Thank you for contacting Octavio’s guesthouse.
We do have a double room available for 2 nights, from December 1 to December 3.
The price is $20 per person, per night, including breakfast. So the total price for two
nights is $80.
Please confirm if you would like me to reserve this room for you, your estimated time of
arrival, and a contact phone number.
Sincerely,
Octavio Ximenes
Manager
Octavio’s guesthouse
Ph: 7734 5699
From: <jackblack@gmail.com>
To: <octaviosguesthouse@gmail.com>
Dear Octavio,
Thank you. Yes, please confirm our booking for December 1 - 3.
We are driving from Liquica, so we should arrive sometime after 3pm.
My phone number for the booking is 7817 3493
Regards,
Jack
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From: <octaviosguesthouse@gmail.com>
To: <jackblack@gmail.com>
Dear Mr. Black,
Thank you for choosing to stay at Octavio’s guesthouse. Please review the details of your
reservation, and let us know if you need to make any changes.
Guest name: Mr. Jack Black
Check in: 1/12/15
Check out: 3/12/15
Estimated arrival: 3pm
No. of guests: 2
No. of rooms: 1
Beds: 1 double
Rate: $20 per person, per night
No. of nights: 2
Total amount due: $80
Please be advised we can accept cash payment only, and exact payment is preferred.
To find Octavio’s guesthouse: As you enter Maliana, look for a sign to Octavio’s that
will be on your left before the big intersection and market place. Turn at this sign and
then follow the signs to our guesthouse. If you have any problems, just contact me on
the number below.
We are looking forward to welcoming you to Octavio’s.
Sincerely,
Octavio Ximenes
Manager
Octavio’s guesthouse
Ph: 7734 5699
Octavio’s can arrange great value day 4WD tours of Maliana for all our guests, including
to the renowned hot springs, and other local attractions ($100 per vehicle/up to 4 people
maximum; incl picnic lunch). Please let us know if you would like to see more of our
beautiful town and our staff will be happy to organize!

2.6. HANDLING A WALK-IN BOOKING ENQUIRY
As we have already learned in section 1.3, sometimes guests will drive to your area without
a booking and then look for somewhere to stay. A guest who arrives at your guesthouse in
person to enquire about a booking is known as a walk-in guest.
This guest has not yet reserved a room, and we want them to make a booking. Therefore, it
is very important to interact with this guest in a friendly and confident way.
The key to speaking in a friendly way is to always smile when talking to your guests.
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And the keys to speaking in a confident way are:
1. Speak up!
Make sure you speak in a voice that is loud enough for your guest to hear comfortably.
2. Look at the guest
In many cultures, making eye contact is a sign of confidence.
3. Chin up and shoulders back
Good posture is a sign of confidence. To show confidence, it is best to stand or sit up
straight, to hold your chin up, and to hold your shoulders back.
Follow the steps outlined in section 2.2 and fill in a booking form. Usually, the guest will
want to know availability and price first before giving you the chance to record the details.
You will need to have your booking log and a calculator handy.
If the price is acceptable, they may also wish to see a room before they commit to the booking.
Therefore, it is important to have prepared to receive a walk-in reservation.
You need to be able to ‘sell’ your guesthouse, and explain its features simply and concisely.
Practice doing this until you are comfortable with your ‘pitch’. Keep in mind these
guidelines:
1. Interact with guests in a friendly, confident way.
2. Point out the features of your guesthouse with enthusiasm.
For example: breakfast service, free drinking water, laundry service etc.
3. Ask your guest a few basic questions while taking them to see a room.
For example: are they visiting Timor on holiday? Where are they from?

2.7. USING AN ACCOMMODATION AND BOOKING LOG
In order to manage your guesthouse effectively, you will need to always know:
t
t
t
t

Who is staying at your guesthouse.
What dates and times all your guests arrive and leave.
How many rooms you have free.
When you are full.

Without a method to record all of these things, you will find yourself making mistakes. This
could mean you have overbooked, and do not have room for all of the guests who have made
bookings. Or, it could also mean that you have refused a booking when you did have room
for a guest, which is important income lost.
Knowing this key information will also help you plan how many staff you need, develop
rosters for cleaning rooms and preparing food, and plan for maintenance. It also means you
can accept bookings a long time in advance and not have to worry that you might forget
about them!
The easiest method to stay on top of your guesthouse bookings is an accommodation and
booking log. This log has a page for each week of the month, divided into the number of
rooms you have, with the days of the month across the top of the page.
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Month:
Date

1

2

3

4

5

6

7

Rm 1
Rm 2
Rm 3
Rm 4
Rm 5
Rm 6
When we receive a guest booking, we simply write their name across the room they booked
for the dates they will be staying with us, and draw an arrow from the date they have checked
in, to the date they check out.
In the example below, Octavio has received a booking from Jack from December 1 to
December 3 for 2 people. He has also received a booking from a single traveller Tracey for
5 nights, arriving December 2, and from the Jones family, who are 2 adults and 1 child
arriving December 2 and staying 3 nights.
Octavio should record this as follows:
Month:

December

Date

1

Rm 1
Rm 2

2

3

4

5

6

7

Jack × 2
Early dep.

Tracey × 1
Double bed

Rm 3
Rm 4
Rm 5

Jones × 1

Pick-up from bus

Rm 6
Record your bookings in pencil, so that you can easily move guests around and make changes
to bookings as needed.
You will also find it helpful to customize your accommodation and booking log so that it is
easy for you to use. Record the bedding configuration and capacity of each room underneath
the room number so it is easy for you to see how your guests will fit in. Write this in a way that
makes sense to you. Add extra features you need to remember (such as bathrooms) as well.
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Here is an example:

For example, if we use shorthand of S for a single bed and D for a double bed, it will be quick
and easy to record our bedding arrangements.
If room one has one double bed we would record:
Rm 1 (2)
D
If room two has one double and one single bed, we would record:
Rm 2 (3)
D, S
If room three has two single beds, we would record:
Rm 3 (2)
S, S
Try using the accommodation and bookings log on the following page to record the bookings
below.
The month is December:
1/12
A single person named Smith will arrive for 2 nights.
2/12

A couple named Frank, will arrive. They will depart on the 5th.

5/12

A group of friends will come to stay. There are 5 people for 3 nights. All
singles. The booking is made by Jane.

7/12

A single man, named Bob, will come for one night.

8/12

A family of 3, Douglas will come to stay for 2 nights.

8/12

A couple named Evans, will come for 4 nights.

11/12

A single woman, Gaby, will come. She leaves on the 15th.

13/12

A family of 4, Martin will come for 3 nights.

15/12

A single man, Fremish, will come for 5 nights.

17/12

A couple, Victory, will come, they leave on the 20th.

19/12

2 Families are booked in. One is 3 people, name Manning, the other are 5
people, name Jones.
Both families will stay for 3 nights.

24/12

A Family of 4, Jeffs, will come for 4 nights.

25/12

A single woman Jacobs will come for 2 nights.

26/12

3 Back packers will come for 3 nights, name Alex.

26/12

2 people booked together, they are two men, Knowles and Davies, they will
stay for 2 nights.

27 /12

A family will come, Dickson, with parents and 1 child, they will stay for 1
night.

29 /12

A couple will arrive, Goodies, and stay for 3 nights.

29 /12

A single man will arrive, Cagey, he will stay for 5 nights.
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RM 6
(1)
S

RM 5
(4)
D, S, S

RM 4
(3)
D, S

RM 3
(2)
S, S

RM 2
(3)
D, S

RM 1
(3)
S, S, S

Date

Month:

1

2

3

4

5

6

7

8

PART 2

9 10 11 12 13 14 15 16 17 18 19 20 21 22 23 24 25 26 27 28 29 30 31

Accommodation and booking log template

2.8. HANDLING BOOKING CHANGES
Sometimes, after our guest has already made a booking, they will request to make a change.
The common things our guests change are:
t
t
t
t

The number of guests/the configuration of the group
Number of nights
Arrival/departure date
Bedding requirements

We always want our guests to be happy, so it can be very tempting to immediately agree to
booking changes. However, this can cause problems if we agree to a change that we cannot
actually make. For example, if a person has made a booking for 1 person in a single bed and
then wants to increase to 2 people in a double bed, but you have no room. If you agree to
this, either this guest will be disappointed, or another guest will be inconvenienced.
So, what should we do?
Always do your best to accommodate guest needs wherever possible, but you should only
agree to a booking change if you have checked your accommodation and booking log, and
are sure that you can make this change.

2.9. WHAT WILL WE NEED TO MANAGE OUR BOOKINGS EFFECTIVELY?
Having everything you need to manage the booking process will help you to run your
guesthouse efficiently. Consider some of the items that might come in handy when receiving
a booking, and then make sure you always know where they are when you receive a booking
enquiry. These things may include:
1. Pens and pencils: so you are always ready to record key information.
2. A calculator: so you can quickly and easily provide prices to guests.
3. Booking forms: have a stock ready so you know you’ve collected all the information
you need. Check how many you have regularly and make more copies as you need
them.
4. Booking and accommodation log: this is your master sheet for running the
guesthouse. You should always know where it is!
5. A calendar: this will come in handy if you need to discuss days and dates with your
guests.
6. A list of rooms and prices, with all your room information and policies: that
everyone can see and understand. This will ensure your guests always receive the
correct information.
7. Spare phone pulsa: you never know when you will need to call a guest, so it’s good
to have some spare pulsa handy.
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PART 3:
GUESTHOUSE PRICING

In this section we will discuss the things we need to consider when deciding the price
structure for our guesthouse.
In order to decide what the price should be, we need to be able to understand what the costs
are that we need to account for, and how this affects our business.
We will also need to consider other less certain factors such as how much other guesthouses
are charging, and what kinds of guests we are trying to attract.
There is no single correct answer when deciding the price of your guesthouse.
Revisit this manual each time you are considering making changes to the prices of
accommodation at your guesthouse. The ‘right’ price for your guesthouse may also change
over time.
When you have finished learning about guesthouse pricing, you should be able to:
t Describe and quantify in basic terms the costs that are incurred in providing an
overnight stay to a guest.
t Identify and explain the key factors that should be considered when determining
the price of an overnight stay for a guest (e.g. competition, value, inclusions, type of
visitor, guest expectations).
t Understand and explain the considerations, benefits and drawbacks of different
guesthouse pricing systems (e.g. per person, per room, choosing to include meals etc.).
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3.1. DECIDING THE PRICE
What are the things that we need to think about when we are deciding the
price of an overnight stay at a guesthouse, and what should be included?
Remember, the purpose of running a business such as guesthouse is to make
a profit!
Here are some other things you should think about when deciding price:

3.2. WHAT ARE THE COSTS OF PROVIDING AN OVERNIGHT STAY TO
A GUEST?
We know that providing accommodation to our guests costs money. Therefore, one of the
most important things to do when thinking about the prices for your guesthouse is to identify
what these costs are.
There are two sorts of costs to consider:
1. The cost of providing the room.
2. The cost of any inclusions.
For example, if you need electricity for the lights in the guest rooms, this is a cost of providing
a room.
If you provide breakfast as part of an overnight stay, the money spent on coffee and food
items is a cost of inclusions.
Record as many costs of providing an overnight stay at your guesthouse as you can think of
(both costs of providing a room, and the costs of inclusions) in the space below:
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t Who are the guests that you are trying to attract?
t What type/price of accommodation can they afford?
Your price should also consider the type of guest that you wish to reach. The better you
are able to understand your guests and their needs, the faster your business will grow. For
example, if you are targeting people from overseas, or others with high incomes, your
price may be higher. However, you also need to keep in mind that higher paying guests
will expect more. If the guests you are targeting are local travelers or people with lower
incomes, your prices may need to be lower to attract these guests, but these guests may
also not expect as much.
You will need to know about the types of people that visit your area, as well as whom the
other guesthouses are trying to attract.

3.4. COMPETITION
t What are the other guesthouses are in your area?
t How much are these other guesthouses charging?
In order to run a successful guesthouse, you need to know where other guesthouses are,
and how much they charge. This will help you to understand whether your prices are
competitive. If your guest house is much more expensive than other guesthouses and
providing a very similar overnight stay, then it is unlikely that many guests will choose to
stay at your guesthouse. However, if your guesthouse is much cheaper than other guesthouses
but just as good, you may not be making as much money as you could be.
Think about what the strength of your guesthouse is, that is, what does your guesthouse do
best? It may be that your guesthouse has a beautiful view, or access to a good swimming or
walking spot. Does your guesthouse do something that no other guesthouse in the area does?
This may be something like a special breakfast item, or complimentary tea and coffee. Think
about how you can emphasize these special strengths to potential guests. But remember, you
should be careful to not be negative about other guesthouses in the process.

3.5. VALUE
t What is the service and standard of accommodation provided?
t Would a guest think that it is good value?
Guests will want to pay a price for their overnight stay that is commensurate to the
standard of accommodation and the service they receive during their overnight stay. If your
guesthouse is very well-presented, and the service you provide to your guests is of a high
standard, then guests will likely think that your guesthouse is better value than one that
does not do these things as well. This means it is worth more to a guest, and this should
be reflected in the price.
The best way to understand value is to seek feedback from the guests that stay with you, and
to know the standards of the other guesthouses in your area.
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3.3. TARGET MARKET

3.6. INCLUSIONS AND ADD-ONS
t What is included in the price of an overnight stay?
Your price should also reflect the inclusions that your guesthouse provides. For example, some
guesthouses include breakfast in the price of an overnight stay. Other guesthouses choose
to include all meals. Some offer hot water in bathrooms or extra things such as snorkels for
swimming. These are the inclusions, that is, the extra things that the price of an overnight
stay includes.
For example, if all meals are included, this will mean a guest does not need to spend money
on other meals during their stay. This means the price should be higher than for a guesthouse
that does not include this.
Offering additional products and services that a guest can ‘add-on’ for an additional cost is
a good way to make money. You might want to lower the rate of rooms in order to attract
more guests, but then raise the price of meals and drinks, or services such as a tour. A guest
still thinks the accommodation is great value, not realizing that you are recovering these costs
from the add-ons they are purchasing.
A good example of an add-on is having drinking water in gallons freely available, but selling
cold bottled water for an extra cost.

3.7. DECIDING A PRICE STRUCTURE
The final thing we need to think about when making price decisions for a guesthouse, is how
do we want the price to be structured?
That is, do you want your guests to pay per person, or per room? Will you choose to include
breakfast? What about other meals?
Again, there is no one right answer, as this all depends on your preferences and what is most
suitable for your business. You need to understand the expectations of your market. Who
are the people who are coming to visit, what types of travellers are they, and what will they
need and expect?
Why or why not would people choose to stay with you?
Think about the practical considerations e.g. if there are no restaurants nearby, guests will
not stay with you if you don’t provide meals because they will not be able to eat!
Remember, you want guests to choose your accommodation, and you know you want them
to think it is good value, but you also need to make a profit.
There are benefits and drawbacks to every pricing system, so you need to think this through
carefully and consider all of the options. Below, we discuss a few of these factors. Record any
additional points you think of in the space provided.
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Benefits

Drawbacks
For the guests

Very suitable for single travellers, or
people travelling for work.

More expensive for couples, families,
or those who wished to save money by
sharing a room.

For the guesthouse
Each person represents a set amount of
income to the guesthouse. This makes
planning for meals and other costs easier.

People may wish to pay the per person
price but do not want to share a room,
which can impact the number of people
that can stay at the guesthouse.

Charging per room
Benefits

Drawbacks
For the guests

Preferred by families and couples who
will be sharing rooms.

Harder for business travellers, tour groups,
or others who require per head costs.
Tricky for group sizes that don’t fit exactly
into rooms e.g. 3 people in 2 rooms.

For the guesthouse
Set rates for each room means income
is dependable when a room has been
booked, regardless of how many people
stay in it.

Less income from people sharing rooms in
order to spend less money.
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Charging per person

If meals are included, more people in a
room means more meals for the same
price.

Including meals
Benefits

Drawbacks
For the guests

A price that includes all meals means that
guests do not have to calculate additional
costs or worry about not knowing meal
prices.

The higher price may discourage those who
had not planned to be at the guesthouse
during meal times.
The guesthouse may seem expensive
compared to other guesthouse.

For the guesthouse
As all meals have already been paid for in
the cost of accommodation, planning for
these meals is easier and you do not have
to worry about guests changing their
mind about eating at the guesthouse.
The price of an overnight stay can
be higher because of the food being
included.
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Can become complicated when people
arrive early/ or leave late. If they consume
additional meals to what you had planned,
do they need to pay extra?

Benefits

Drawbacks
For the guests

Guests only pay for what they consume,
so they still have the option of having
meals at other places if they wish.

Guests may find this cost harder to follow,
and be confused by the price. It may also be
more difficult for you to calculate the price
a guest needs to pay.

For the guesthouse
You will not incur additional costs to
provide meals if extra people are staying
in a room, as meals will still be charged
per person.

When guests fail to inform the guesthouse
that they will not be having a meal, and it
is prepared, but then the guests do not wish
to pay for this meal.

Remember: benefits to the guest usually mean things that will make them want to
stay with you. Benefits to the guesthouse mean things that will make your business
more profitable. The most suitable model for your guesthouse will consider all of
the benefits and drawbacks, which of these are important for the guesthouse, and
which will be important to your guests. You are the person that knows the most
about your business, so this must be your decision.
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Charging per room with meals per person

38 | Guesthouse pricing

PART 4:
RECORDING GUEST CONSUMPTION

In this section we will discuss methods for keeping track of what our guests need to pay
for, and making sure we prepare accurate bills for our guests.
Having a system in place to track spending and prepare guest bills is an important part of
managing a guesthouse effectively. As you will see, there are a number of different ways you
can do this, and some tips and tricks to make it easier to stay on top of your guest bills.
When you have finished learning about recording guest consumption, you should be able to:
t Understand and explain the importance of having an effective system to track guest
consumption and calculate how much a guest should pay.
t Explain and demonstrate an effective method for calculating additional charges.
t Describe effective strategies for ensuring guests bills are calculated accurately.
t Understand and describe possible systems for recording guest consumption.
t Understand and outline the benefits of networking with other local businesses,
referring guests to services and offering additional services to guests in order to increase
the amounts they spend during their stay, and potentially stay longer.
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4.1. PREPARING GUEST BILLS
The main aim of running any guesthouse is to make money! If we
do not know how to calculate a guest’s consumption and prepare
a guest bill accurately, we may make mistakes that mean we are
not receiving all of the money we should be. Even worse, mistakes
in the bill may make a guest think we are dishonest or trying to
overcharge them. Therefore, we need to have a system that helps us
to always accurately calculate a guest bill.
Being able to quickly and correctly prepare a guest bill has a number of benefits both for the
guesthouse and the guest.
The guesthouse…

The guest…

Is confident that they have charged the
guest the correct price, and therefore have
not missed out on any potential earnings
for the business.

Is confident they have been charged the
correct price for their stay.

Can track guesthouse earnings and know
how much money can be invested in
guesthouse improvements, children’s’
schooling etc.

Leaves with the impression that the
guesthouse owner is honest, and the
guesthouse is professionally run.

Has good records that help to track the
guesthouse income and expenses.

Has a proper bill that they can keep for
their own records and use for business
records if they need to.

You can prepare a receipt for a guest’s stay before they arrive, though you will need to
remember to change the receipt if any of the details change.
You may also like to think about asking your guests to pay for their stay when they arrive.
International guests are already accustomed to paying for their stay on arrival, and this means
you don’t have to worry about your guests leaving without paying, or any later confusion
about the price of an overnight stay. Irrespective of when they pay (at the start or end of their
stay) ask whether they will pay together or separately. This will help you with the payment
process.
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Guest name:
Quantity

Room no:

Description

Price:

Total:

TOTAL
Guest signature:
Staff signature:
Recall the scenario from section 2.3:
Octavio’s guesthouse receives a booking over the phone. Jose, who is Octavio’s
brother, takes the booking. The guest’s name is Jack Black. He wishes to reserve 1
room with a double bed for himself and his wife. They will arrive on December
1, and stay for 2 nights, leaving December 3.
We know the rate at Octavio’s guesthouse is $20 per person, per night.
Octavio would prepare a receipt for Jack’s stay as follows:
Guest receipt
Guest name: Jack

Black

Room no: 1

Quantity

Description

Price:

Total:

2

Accommodation x 2 person

$40

$80

TOTAL

$80

Guest signature:
Staff signature:
Octavio’s Guesthouse
Maliana, Timor-Leste
Ph: 7734 5699
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Sample guest receipt

When Jack arrives, Octavio can ask him to pay for his stay. When Jack pays the bill, Octavio
can quickly and easily complete the rest of the bill.
Guest receipt
Guest name: Jack

Black

Room no: 1

Quantity

Description

Price:

Total:

2

Accommodation x 2 person

$40

$80

TOTAL
Guest signature:
Staff signature:

$80
JBLACK
OCTAVIO

Octavio’s Guesthouse
Maliana, Timor-Leste
Ph: 7734 5699
You should prepare 2 copies of the receipt. One for the guest, and one for the guesthouse.
This is a good way to keep track of your income. Make sure the receipt is signed by the guest,
and also signed by the person who received the money from the guest. This will avoid any
disputes later about how much money the guest has already paid.
Note: you can buy simple carbon receipt books in Dili, which already have spaces
for most of the information you need. This may help you to prepare receipts, and
also to track additional spending from your guests (which we will cover later in
this section). Another option is to use a computer to prepare a receipt similar to
the one shown above, and then print multiple copies of this receipt. You can then
simply photocopy more pages when you need them.
Practice preparing a receipt for each of the following scenarios:
A couple named Soares arrives at Maria’s Guesthouse. They are staying for 4 nights,
arriving 1/12/15 and leaving 5/12/15. The price at Maria’s Guesthouse is $50 per
room per night. They are sharing 1 room. Maria has arranged for the couple to
stay in Room 6. Mr. Soares has just paid the bill on arrival. Prepare a receipt.
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Guest name:
Quantity

Room no:
Description

Price:

Total:

TOTAL
Guest signature:
Staff signature:
Octavio’s Guesthouse
Maliana, Timor-Leste
Ph: 7734 5699
A family of 4 named Smith has come to stay at Octavio’s Guesthouse. They are
staying for 5 nights. They arrive on December 10, and leave on December 15.
The price is $20 for each adult and $10 for each child. There are 2 adults and 2
children. They stay in Rooms 2 and 3. Prepare a receipt for Mr. Smith.
Guest receipt
Guest name:
Quantity

Room no:
Description

Price:

Total:

TOTAL
Guest signature:
Staff signature:
Octavio’s Guesthouse
Maliana, Timor-Leste
Ph: 7734 5699
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Guest receipt

Two businessmen have come to stay at Octavio’s. They stay for 1 night, arriving
December 6, and leaving December 7. The price is $20 per person per night.
They stay in Room 4. Both businessmen require individual receipts. One is
named Johns, and the other Matthews. Prepare their receipts.
Guest receipt
Guest name:
Quantity

Room no:
Description

Price:

Total:

TOTAL
Guest signature:
Staff signature:
Octavio’s Guesthouse
Maliana, Timor-Leste
Ph: 7734 5699
Guest receipt
Guest name:
Quantity

Room no:
Description

Price:

TOTAL
Guest signature:
Staff signature:
Octavio’s Guesthouse
Maliana, Timor-Leste
Ph: 7734 5699
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Total:

If your guesthouse has items or services for sale that are not included in the cost of an
overnight stay (e.g. drinking water, laundry, bicycle hire, meals, snacks or drinks), you will
need a system to track all of these charges. Guests will usually prefer to pay for all of these
items at the end of their stay, rather than pay for individual items one at a time. One option
for handling these additional sales, is to use a guest receipt to track other charges.
Steps for using a guest receipt to track other charges
1. When guests purchase their first item, first prepare a receipt that includes:
– Guest name
– Guest room number
– Date
– Description of item (water, laundry etc.)
– Price
2. Each time the guests purchase an item, add the description and item to the receipt.
3. When guests are ready to check out, add all the charges.
4. Write the total.
5. Give the guest a receipt.
6. Keep a copy of the receipt for your records.
Consider the following scenario:
A couple named Jones have stayed at Octavio’s guesthouse for the past 2 nights.
They did not pay on arrival, as they preferred to pay for everything on check-out.
The cost of their stay is $20 per person, per night.
During their stay they have also consumed:
1.
2.
3.
4.

4 bottles of water ($1.50 each)
2 beers ($3.50 each)
Laundry services x 1 ($3.00)
A day trip for 2 people ($15.00 per person)

Use the receipt on the following page to prepare their bill.
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4.2. HANDLING OPTIONAL ITEM SALES

Guest receipt
Guest name:
Quantity

Room no:
Description

Price:

Total:

TOTAL
Guest signature:
Staff signature:
Octavio’s Guesthouse
Maliana, Timor-Leste
Ph: 7734 5699
Tip: if you are concerned that there may be confusion later over additional items
charged to the overnight stay, a good option is to have the guest sign a receipt for
their purchases as they make them e.g. at the end of a meal. This way they have
acknowledged the prices, and are less likely to be surprised at the cost when they
are asked to pay this bill later.
Don’t forget you will need to make sure you have some change ready when
guests pay their bill!
A second option for tracking your guests’ consumption of optional items is to use an honesty
system. This may be appropriate for your guesthouse if the additional items for sale are things
such as snacks and drinks that guests can get themselves e.g. from fridges or cabinets. You can
then request that guests write down their drinks and snacks as they consume them.
The benefit of this system is that staff do not have to be constantly present to serve snacks
and drinks to guests as they need them. The drawback could be guests forgetting to record
what they have consumed, or even being dishonest about what they have consumed, which
may result in some losses for your business. You need to think about whether this system is
right for you.
An honesty system usually involves a tally sheet for guests, which clearly states the cost of
items so guests are aware of the costs they are incurring. Guests record their names down
one side of the sheet, and then mark the sheet each time they consume a snack or drink. An
example of an honesty system is provided on the following page:
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Instructions for guests: the drinks in the fridges are for sale at the prices listed in
the table below. If you wish to consume drinks from the fridge during your stay,
please record your name and then tally your drinks next to your name in the space
provided. Please be aware we can only accept cash payment at the conclusion of
your stay.

Guest name

Small
soft drinks
($1.50)

Large
soft drinks
($2.50)

Large
bottled water
($1.00)

Snorkel
gear hire
(3.00)

Jack Black

///

//

///

//
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Guest consumption record:

4.3. SELLING ADDITIONAL ITEMS TO YOUR GUESTS
Offering your guests additional items or services during their stay
that are not included in the cost of a room is a good way to create
some extra revenue for your guesthouse.
Examples of additional items may be:
t Drinks
t Snacks
t Meals not included in overnight stay
Examples of additional services may be:
t Laundry
t Hire of bicycles or snorkels
t Transport e.g. pick up from a bus or ferry
When considering whether to provide additional items and services to our guests, we need
to think about:
t Is this something guests would purchase?
t Is this something the guesthouse can provide consistently?
For example, you should not offer transport services to your guests if you do not have access
to a vehicle. Likewise, if you are not able to cook dinner for your guests each evening, you
should not offer to do this, as guests will be disappointed.
Providing additional items to your guests can also be complicated if the process is not clear.
Make sure you have considered:
t Who does the guest pay?
(e.g. if you have a provided a tour guide does the guest pay the guesthouse or the guide
directly?)
t Have you agreed all the arrangements with everyone involved?
(e.g. if you are selling another person’s souvenirs, have you agreed a commission? Is
everyone happy and clear about the arrangement?)
t Can you guarantee that the product/service is good value?
Be careful about suggesting additional items to your guests if you cannot be certain
they will enjoy them. This could be detrimental to your business.
Think about some of the extra things you could offer guests, and record your ideas in the
space provided on the following page. Don’t forget to think about who would do this, and
how they would do this.
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Making sure that visitors to our area enjoy themselves is everybody’s
responsibility. We know that the more tourists who enjoy themselves
when they visit us, the more tourists will come to stay. This means
more guests for all of our businesses.
So, how can we work together to make sure this happens?
Here are some simple Dos and Don’ts to remember:
Do…

Don’t…

If a guest is looking for accommodation, but your guesthouse is already full
Make a recommendation for a
guesthouse nearby that would be suitable
for their needs and give them contact
details e.g. phone number.

Tell the guest that all of the other
guesthouses are no good.

If a guest is looking for a specific souvenir or activity, but your guesthouse does
not offer this
Try and think about somewhere else they
might be able to find this. Offer solutions
and recommend local businesses.

Tell the guest you don’t know and don’t
try to assist them.

If a guest wishes to hire guide to see a nearby attraction
Think about someone who might be
able to act as a guide. If you don’t know
anyone, consider if this is something your
guesthouse can help with.

Tell your guest you don’t know how they
could get there or who could help them.

There are many more examples of the ways we can make sure guests have a good experience.
The important things to remember are:
t Be positive about your area and what it has to offer.
t Know the local attractions that guests like to visit, ways they can get there and people
who can guide and/or transport them.
t Network with local businesses so that your guesthouse has their contact details, and
they also have yours.
t Always try and have a ‘can do’ attitude.
t Have a map of the local area (you could even draw one), so that your guests can find
their way around, and their way back to the guesthouse.
t Have a list of guides, transport, activities and attractions for your guests.
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4.4. WORKING TOGETHER TO GIVE TOURISTS A GOOD EXPERIENCE
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PART 5:
CHECK-IN/CHECK-OUT PROCEDURES

In this section, we will discuss some simple and effective processes to follow when
welcoming guests to your guesthouse (check-in) and when preparing to farewell your
guests (check-out). Making a good impression on your guests at these key stages is very
important to the success of your guesthouse.
There are many things to think about when planning for a guest’s arrival, and this section
will help you to make sure that you have got everything under control. Using some simple
templates, you will also learn how to manage housekeeping and maintenance by planning
for the guests that are arriving each day. By using and practicing these simple techniques, you
will find that managing your guests is much easier and a lot less stressful!
By the time you have finished learning about check-in and check-out procedures, you should
be able to:
t Explain and use a daily arrivals and departures list to plan and manage guests on a
day-to-day basis. Explain the importance of planning and preparing properly for a
guest’s arrival.
t Understand and can describe the steps you need to take in order to ensure that rooms
are ready when your guests arrive, and that guests are made to feel welcome.
t Demonstrate appropriate ways to greet and farewell guests on arrival and departure.
t Explain the key features of your guest house that a guest would expect to be informed
of upon arrival e.g. meal times, safety and security information, keys, housekeeping,
laundry service.
t Explain and demonstrate the key steps that you need to take when checking a guest
out of the guest house e.g. room status, payments and extras, keys, assistance with
transport and luggage, and fare-welling a guest appropriately.
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5.1. WELCOMING GUESTS TO YOUR GUESTHOUSE
The most important thing to do whenever a guest arrives at your
guesthouse is to make sure they feel welcome.
There are many ways we can make sure a guest feels welcome when they
arrive at our guesthouses. Some simple ways include:
t Be ready! – plan for you guests’ arrival and be there when they
arrive and ready to welcome them.
t Smile!
t Use positive greetings and body language.
t Be well-dressed and well-presented – this shows you take pride
in your business.
There are many more ways we can make guests feel welcome. Record some of your own ideas
in the space below:

5.2. USING A DAILY ARRIVALS AND DEPARTURES LIST
We know that the easiest way to manage our guesthouse is to be prepared for our guests’
arrivals and departures. So, how do we do this?
One easy way is to prepare a daily arrivals and departures list each day.
Preparing a list of the guests who are coming, the guests who are leaving and their
requirements will help us in many ways. Firstly, we have this information on hand so we
know when to expect our guests. We can use the information to prepare guest receipts and
add up guest bills in advance of their arrival/departure. Also, we can use the information to
plan our housekeeping and maintenance to make sure rooms are ready as our guests need
to use them, and coordinate any transport (e.g. trips to the bus/ferry) that we have arranged
to assist our guests.
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Here is a sample daily arrivals and departures list:
Sample Daily arrivals and departures list
Saturday, December 1
Rm

Departures

Departure
Time

1

M/M
Robinson

?

2

Mr. Smith

7am

Water taxi
drop-off

3

M/M Jones

Stay over

Depart
3/12

4

Ms. Lee

2pm

Late
check-out

5

Mr. Kim

?

6

M/M Yang

7am

7

M/M
Adams

?

Notes

Arrivals

Arrival
Time

Notes

M/M
crew

12 noon

Ferry pick-up

Ms. Thai

?

Extra pillow

12 noon

Early
check-in

Available
Available

Water taxi Mr. Smith
drop-off
Ms. See

?

What does this list tell us?
Looking at the information above, the staff of this guesthouse know a number of things:
t 6 rooms will be vacated today (all but room 3). This means all of these rooms will need
to be cleaned thoroughly. Any final bills should be prepared for the departing guests.
t The last rooms to be cleaned will be rooms 4 and 5 as no guests are booked in to stay
in these rooms.
t The guests in rooms 2 and 6 both will have vacated their rooms by 7am, so these can
be cleaned anytime from then. It may be good to arrange for these guests to pay their
bills the night before, so they are not rushed in the morning. Keep in mind you will
still need to check in the morning that there is nothing more they need to pay for.
t Room 6 should be cleaned first as a guest has arranged early check-in to this room
for 12 noon.
t A guest will also be arriving early to stay in room 1, but we don’t know what time the
guest currently in room 1 will be leaving. Staff will need to monitor this.
t Someone will need to be ready to drop guests to the water taxi by 7am.
t Someone will need to collect 2 guests from the ferry at 12 noon.
t Rooms 4 and 5 are both available should a walk-in guest enquire about an overnight
stay. If possible, room 5 should be offered first as it will be cleaned first.
t Room 4 has late check-out at 2pm, so this room will need to be cleaned after this.
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To prepare a daily arrival and departures list:
1. Use your accommodation and booking log to record which rooms have guests
departing today.
2. Check the log for which rooms have guests arriving today.
3. Use this information to note which rooms have ‘stay-overs’ (guests who are already
staying in the guesthouse and not departing today) and which rooms are available.
4. Double-check all of the information to ensure you have not made any mistakes
and no rooms have been accidentally double-booked.
5. Check the booking enquiry forms for each arriving and departing guest to make
sure you have planned for their needs (e.g. pick-up and drop-offs, other requests).
Record anything you need to remember in the ‘notes’ section of the list.
Use the following information to fill in the daily arrivals and departures list for December 3:
ACCOMMODATION & BOOKING LOG
Month: December
Date
Rm 1
(2)
D

1

2

3

4

5

Jack × 2

7

8

9

10

…

Johns × 2

Dep 10:
bus station drop off

Rm 2
(2)
D

6

ETA unknown

Tracey × 1

Early check-in 12pm

Rm 3
(2)
D
Rm 4
(4)
D, S, S

Smith × 4

Rm 5
(4)
D, S, S

Jones × 3

ETA after 5pm

Rm 6
(4)
D, S, S
Prepare your daily arrivals and departures list using the template on the following page:
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7

6

5

4

3

2

1

Rm

December 3

Departures

Daily arrivals and departures list

Departure Time

Notes

Arrivals

Arrival Time

PART 5

Notes

Think about the following questions:
1. How many people should you prepare breakfast for?
2. If a walk in guest arrives, what rooms are available for tonight?
Record your answers in the space below:

Important: if you are using the daily arrivals and departures list, decide who will
have responsibility for preparing this. Usually, an arrivals and departures list is
prepared the night before so it is ready to use the following morning.
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There are a number of key steps we need to take when checking a guest into the guesthouse,
which we will discuss in detail later in this section. A checklist of the key steps is provided
below:
Checking a guest in
Before the guest arrives:
1. Check your arrivals and departures list and know what time to expect your guests.
2. Check the room allocated to the guest and ensure it has been properly cleaned, and
that any special requests have been followed (e.g. bedding configuration, pillows).
3. If guests are arriving before their room is ready, have a suitable place for them to
store their luggage, and a comfortable place to relax until their room is ready.
4. Make sure you know where the room keys are.
When the guest arrives:
5. Welcome your guest using the steps practiced in section 5.1.
6. Receive payment from your guest (if applicable). If guests are paying up front,
show them the room before they pay.
7. Provide guests with a receipt for payment. If guests are not paying up front, it is
a good idea to show and explain the room rates to them, as well as inclusions. Make
sure you tell them this information will be available in their room e.g. in the guest
information book.
8. Ask your guests how they will be paying so later consumption bills can be prepared
correctly. Don’t assume guests staying together will pay together.
9. Explain the key features of your guesthouse (breakfast times, keys, housekeeping).
10. Show your guest to their room (don’t forget to bring the key with you!).

5.4. EXPLAINING THE FEATURES OF YOUR GUESTHOUSE
As outlined above, one of the key steps when checking our guests
in to the guesthouse is to explain the guesthouse features. This
means making sure your guests know everything they need
to know to make their stay easy and comfortable. Explaining
things to your guests in advance has a number of benefits to the
guesthouse; it avoids misunderstandings, and gives guests the
opportunity to ask questions so they do not need to look for you
later when you are busy with other things.
Some of the special features you may like to cover include:
1. Breakfast
2. Key policy
3. Security and safety
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5.3. GUEST CHECK-IN

4. Safe places for valuables
5. Snacks and drinks available
6. Services (e.g. laundry)
7. Optional meals
8. Other utilities (e.g. water, electricity)
Use the following planning sheet to draft some of the key features you would need to explain
to a guest at check-in:
Explaining your guesthouse features
Breakfast
- What time is breakfast served?
- Where is it served?
- What might be offered?
Key Policy
- Should guests lock their rooms if they are
out?
- Would you like them to leave the keys
with you?
- Will you lock the guesthouse at a certain
time at night? How will guests get back in
if this happens?
Security and safety
- Are there parts of the guesthouse where it
is difficult to see at night?
- Is anything broken or hazardous that they
need to be aware of?
- Who can guests contact if there is a
problem?
Safe places for valuables
- Is there somewhere guests can keep
valuable items?
Snacks and drinks
- What is the system for purchasing snacks
and drinks (if offered)?
Laundry service
- Is a laundry service offered?
- How does it work?
- When will clothes be returned to the guest?
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Optional meals
- Are you also able to serve lunch and
dinner?
- Do guests need to let you know in
advance if they would like these meals?
- How long before?
- How much extra will it cost?
Other utilities
- Is electricity only connected at certain
times?
- Is there a place for guests to charge their
phones?
- Do you offer Wi-Fi/other internet access

5.5. ASSISTING YOUR GUESTS DURING THEIR STAY
Being ready to help your guests during their stay is an important
part of providing good customer service to your guests. If you wish
to be able to increase the price that guests pay for an overnight stay,
one of the best things you can do is focus on improving your guests’
experience.
Have systems and policies in place for the things your guests may
need assistance with. Decide processes for dealing with common
issues and ensure everyone working in your guesthouse is aware of them. This will mean you
are ready to deal with these situations when they arrive, and staff will respond consistently.
So, what kind of systems can we prepare in advance?

Lost and found
Guests often lose things while staying in guesthouses. They may leave an item of clothing
under the bed, or a towel hanging outside. Later, when they realize this, they may call the
guesthouse to see if the item was found.
You can assist your guests by having a system for handling lost and found items.
You will need:
1. A lost and found log book.
2. A place for keeping lost items that have been found. Keep everything in one secure
place so everyone knows where to look for items if a guest enquires.
In the log book, record:
t
t
t
t

Item description (what was found)
Date found
Who found it
Where they found it
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If/when the item is claimed, record:
t Who claimed it
t Date claimed
t Staff member who gave it back to the guest.
Here is an example:
Lost and found log book
Item
description

Date
found

Where

Found by

Brown
sandals

4/12/15

Front
stairs

Mario

Black
sunglasses

6/12/15

Dining
table

Adelaide

Claimed
by

Date
claimed

Staff
signature

Mr. Johns 16/12/15 MARIO

Storing valuables
Sometimes, guests prefer to leave their valuable items at the guesthouse rather than carry them
with them during the day. This is very common if guests are doing things like swimming or
hiking. Examples of valuable items are things such as; passports, wallets, credit cards etc. If
possible, it is good to be able to provide a place for guests to leave these items.
For most small guesthouses, it will be very expensive to provide a safe-box in each room.
Therefore, a better option may be to create a system where guests can leave their items with
you. Not only is this a sign of good customer service, providing a safe option for guests’
valuables also limits your liability for lost or stolen valuable items.
You will need:
1.
2.
3.
4.

A safe-box with a secure lock
A supply of large, strong envelopes
Tape
A receipt-book that is numbered
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Steps for a valuables storage system
Guest provides valuable item:
1. Give the guest an envelope (large enough for the item) and ask them to write their
name and phone number.
2. Ask the guest to place the item in the envelope.
3. Seal the envelope securely with tape.
4. Fill out a receipt for the guest:
a. Guest name
b. Guest room number
c. Date
d. Time
5. Ask guest to sign the receipt.
6. Sign the receipt yourself.
7. Write the receipt number on the envelope.
8. Give one copy of the receipt to the guest, and keep the other one.
9. Lock the item in the safe-box.
Guest returns to claim a valuable item:
10. Ask guest for identification and the receipt.
11. Find the envelope that matches the receipt in the safe-box.
12. Return the sealed envelope to the guest.
13. Tape the guest receipt to the one in the receipt book.
Important: if you choose to provide this service to your guests, ensure you follow
the process carefully, and that everyone who is responsible for assisting guests with
storage of valuables also understands and follows it. Taking care of guest valuables
is a big responsibility, so you should only offer this service if you are certain that
you can keep items securely and nothing will happen to them. Remember, a guest
will be very upset if their items are misplaced or stolen in your care. They may even
expect you to replace them.
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5.6. GUEST CHECK-OUT
The final key stage of a guest’s stay is check-out. That is, all the steps we need to undertake
when a guest is preparing to leave the guesthouse. Remember, your guests may have plans to
travel somewhere else after they leave your guesthouse, or may have planned an itinerary for
the day. For this reason, you should always try to make the check-out process easy and quick
for your guests so they do not need to wait around longer than is necessary. Again, the best
way to manage this process is to make sure you’re always prepared!
So, what are the steps you need to take?
Here is a checklist of how to prepare for and assist your guests with check-out:
Steps for guest check-out
Before the guest is ready to leave:
1. Ask your guest what time they think they will depart.
This way you can prepare receipts for them and have them ready when they
wish to leave. A good time to do this is during the afternoon or evening of their
last night at the guesthouse e.g. at dinner.
If your guests are in a group, find out if they wish to pay together or separately
for their stay. This will also save you time.
2. Prepare guest receipts.
Add up everything the guest still needs to pay for. If the guest has not yet paid
for the cost of accommodation, add up these costs, as well as any additional
items they need to pay before leaving. Follow the steps outlined in part 4.
When the guest is ready to leave:
3. Check the room.
If possible, have an extra staff member check the room that the guest is leaving.
This will allow you to check they have not left any obvious belongings behind,
and also that no significant damage has been done to the room.
4. Provide guest with bill for any outstanding items.
Ensure the guest pays for any remaining items not already paid for (e.g. laundry,
snacks, drinks etc.), using the receipts you have already prepared. If there is
time, use this opportunity to ask the guest if they enjoyed their stay, and for
any feedback.
5. Retrieve keys from guest.
Try not to forget to get the room keys from your guests before they leave as this
can be very inconvenient!
6. Assistance with transportation and luggage.
Help guests with their luggage, and with arranging any required transportation.
7. Farewell your guests.v
Using all the techniques discussed in section 5.1, farewell your guests. Make
sure you take the time to wave goodbye and thank them for their stay.
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Take the opportunity to find out what your guests like. You can do this by asking
them open questions e.g. “what did you enjoy about your stay? Can you think of
something we can improve on?” All staff that have contact with guests can do this,
and guests will appreciate being asked for their opinion.
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Important: ask your guests for feedback! One of the ways we can ask guests
about their experience is to ask them to write down some feedback. Seeking this
feedback from guests means that we can improve on anything they have mentioned
was not good, and continue to work on the things that they have enjoyed. Make
sure you are available to guests during their stay as well, this will mean if they are
having a problem, they will be able to tell you about it and it can be resolved so
their experience is a good one.
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In this section we will discuss the ways that you can make sure your guests have all the
information they need to make their stay with you easy, fun, and relaxing. Preparing
information for your guests has a number of benefits to your guesthouse. It can solve
communication issues (for example, if your guests cannot speak Tetum and you
cannot speak their language), let guests know about additional items and services your
guesthouse offers, and provide inspiration and options for things to do during their
time staying at your guesthouse. It can also ensure guests know not to do things that
will damage the guest house – e.g. putting toilet paper down the toilet.
For your guests, being provided with this information means they will spend less time asking
you questions, they will be safe and less likely to have problems, and more time relaxing and
enjoying themselves. They will know in advance how much additional items cost, and be able
to get some advice about the area and the guesthouse (e.g. culture, sights etc.).
When you have finished learning about providing guest information, you should be able to:
t Understand and explain the importance of providing guests with information.
t Identify and describe some of the applicable features of a guest information book that
you could include in a guest house information book for your own establishment
e.g. emergency contacts, meal times and costs, water use, cultural and environmental
information, nearby sights and activities, helpful phrases, property history, local
products.

Providing guest information | 65

6.1. WHAT INFORMATION DO YOUR GUESTS NEED?
Providing information to our guests is about anticipating their needs. This means thinking
about the things that our guests commonly ask questions about and need assistance with,
and then providing this information in a convenient and easy-to-use way. Remember, guests
do not know your area or your guesthouse.
There are many ways we can provide information to our guests. Some examples include:
t
t
t
t

Verbally (i.e. face to face)
Guest information books
Signs/blackboards
Menus

When deciding the best way to provide information, one of the key things to think about
is: is this information that will stay the same, or information that will change regularly?
For information that will stay the same, it may be more appropriate to provide this in a
more permanent format for your guests – such as a guest information book, or permanent
signs. Information that will stay the same includes things like emergency contacts, cultural
and historical information, and local attractions.
For information that changes regularly, it makes sense to provide this in a way that will
be easy for you to change and update, such as a flyer, noticeboard or blackboard. This will
include things such as daily menus, weather updates, or warnings about temporary hazards.

6.2. USING SIGNS AND BLACKBOARDS
Simple and informative flyers, signs and blackboards can be a quick, easy and fun way to give
some information to your guests.
For example, you could create a blackboard that tells guests what is on the menu for breakfast/
lunch/dinner each day, and also use the space to inform your guests of the additional cost
(if applicable).
Other examples of ways you could use a blackboard include:
t Provide weather updates or tidal information.
t Tell guests about local festivals, local markets, church services or attractions that guests
might find interesting, tours they can take etc. Be sure to include the additional costs
of any transport or tours.
t Give guests a new Tetum phrase to practice each day.
Even though it will only take you a few minutes to update your blackboard or put up a
flyer each day, guests will really appreciate the extra effort you are making to ensure their
experience is enjoyable. Simple tricks like a new phrase each day are also a fun way to give
your guests some really useful information.
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Use the space below to design some examples of blackboard information that would be useful
or fun in your guesthouse:

Other helpful, more permanent signs placed around your guesthouse will help guests with
the things they need to know during their stay. You might use signs for things such as:
t Location of the bathrooms, reception area etc.
t Warnings – e.g. watch your step.
t Guest advice for use of facilities – e.g. not overusing a scarce water supply, or not
flushing toilet paper.
Note: make sure the sign is appropriate to your property. It should be attractive,
not distracting, and suit your guesthouse. Signs do not have to be professionally
produced to look good e.g. carved. Try and use international symbols that will be
easily understood. This will be easy to find on the Internet.
Some examples are provided below:
1. Location of the toilets

2. No smoking

3. Do not put large amounts of tissue in toilet
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A guest information folder is a great way to make sure your guests have answers to all
the questions they might have about your guesthouse. If you decide to provide a guest
information folder in your guesthouse, spend time thinking about the information that
you want to include, and take the time to design and produce this information. This is a
great solution if you regularly have guests who cannot speak Tetum, and you cannot speak
their language. Preparing a simple booklet in English, for example, will resolve a lot of
communication issues.
Some information you may like to include in your guest information folder includes:
t
t
t
t
t
t
t
t
t
t
t

A welcome message
Emergency contacts
Meal times and additional costs (if applicable)
Laundry service
Security and safety (any danger or threats)
Cultural information guests might need
Local transport options – and how these can be arranged
Local attractions/activities
Local recommendations
Some helpful phrases
Historical information about the guesthouse/property

There are many more things you may want to include, and you should customize your guest
information folder to make sure it is suitable for the kinds of guests that visit your guesthouse,
and the services etc. that you are able to provide.
If you do not speak English, think about someone in your family or in the community
who might be able to help you with this. It may take some time to plan and prepare this
information book, but the investment of your time and thought will prove very helpful to
your guests, and they will appreciate the effort you have made to make their stay easier.
Important: providing a guest information folder is not a substitute for providing
key information to guests at check-in, and in person during their stay. You should
always provide key information verbally to your guests, and not expect all guests
will read the information folder.
Use the following pages to brainstorm some of the information you would like your guests
to have about your guesthouse.
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6.3. PROVIDING A GUEST INFORMATION FOLDER

Guest information folder: draft ideas
Welcome message
- Draft a simple and happy message to welcome
your guests to your guesthouse.
- You may like to include rooms and rates in the
opening information.
Emergency contact
- If something goes wrong and guests can’t find
you, what number can they call? Does this
number change at night?
- Include numbers for local police, fire and
hospital
Meals/snacks/drinks
- What meals are included in the cost of an
overnight stay?
- Are additional meals offered at extra cost?
- What times are meals served?
- Do you offer extra snacks or drinks?
Laundry service/other services
- Do you offer a laundry service?
- If so, does this service cost extra?
Security and safety
- Should guests lock their rooms if they are out?
- Do guests need to shut windows at night?
- Are there parts of the property or surrounding
areas that are not safe after dark?
- Is it safe to walk around the community at night?
- Ask guests to advise you if they are going for a
long walk or day trip.
Cultural information
- Are there things guests should not wear to avoid
offending the local community? (e.g. bathing
suits, shorts, singlets)
Local transport
- How can guests reach places that are further than
walking distance? Can you help to arrange this?
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Local attractions/activities
- Are there places nearby that a tourist would
find interesting? (e.g. river, coffee plantation,
mountains, church services, markets, sunset
views, traditional buildings)
Local recommendations
- Is there something you would recommend guests
do? (e.g. a good restaurant, a spot with a great
view, a tour)
Helpful phrases
- What are some helpful words/phrases guests
might like to know?
Dangers/threats
- Are there any nearby dangers that guests should
be aware of?
Historical information
- Share some information about the history of the
guesthouse. When was it built? Who built it?
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PART 7:
HOUSEKEEPING

In this section we will discuss everything you need to know about good housekeeping
in your guesthouse. Housekeeping is not just about keeping bedrooms and bathrooms
clean and tidy, but also cleaning and tidying other areas that guests use, such as dining
areas, and areas for relaxing.
Implementing some simple processes and schedules for housekeeping will help you to make
sure your guesthouse is always clean and presentable to guests. Understanding your guests’
expectations will also help you to identify areas of your guesthouse that you need to focus on
when undertaking cleaning and other housekeeping tasks.
When you have finished learning about housekeeping, you should be able to:
t Describe and demonstrate appropriate methods for cleaning and preparing guest
bedrooms, ensuring hygiene and safety for you and your guest.
t Describe and demonstrate appropriate methods for cleaning and maintaining guest
bathrooms, taking appropriate hygiene and safety precautions.
t Identify other areas in your guesthouse that require regular cleaning e.g. public areas,
entrances and shared guest areas such as sitting rooms. Describe and demonstrate
appropriate methods for ensuring these spaces are cleaned effectively and safely.
t Understand and describe ways to implement appropriate processes for ensuring
security of guest rooms e.g. managing keys, allowing access to guest rooms only to
guests or authorized persons.
t Understand and demonstrate appropriate processes for entering a guest room e.g.
knocking and announcing housekeeping before entering.
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7.1. HOUSEKEEPING
In any guesthouse, there are many cleaning and maintenance tasks that need to be performed
regularly. The process of managing and carrying out tasks to make sure our guesthouses are
always clean is called housekeeping.
Maintaining hygiene, sanitation and safety in your guesthouse is a requirement. Bad hygiene
can affect the health of guesthouse staff and visitors. Guests demand clean linen, clean rooms,
clean toilets and bathrooms, and clean surroundings. Good housekeeping will increase the
satisfaction of your guests, which will in turn increase your guesthouse income. Guesthouse
owners must present guests with a clean and inviting area.
There are many areas of guesthouses that we need to keep clean. Some examples are:
t Bedrooms
t Kitchens
t Dining areas
There are many more. Think of as many spaces in a guesthouse that we need to clean as you
can. Why do these areas need to be kept clean and tidy? What are the benefits? Record your
answers in the space below:
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The cleanliness and tidiness of your guesthouse is very important to your guests. Guests will
form an immediate impression of your business based on what they first see. For this reason,
keeping outdoor areas clean is very important. This includes the exterior of the building.
Consider the guesthouse pictured below:

A guest entering this guesthouse for the first time can see:
t
t
t
t

A clean entrance.
No rubbish or water lying around.
A tidy garden with grassy areas and plants.
Traditional buildings that are well-maintained.

This helps the guesthouse to create a welcoming impression.

What can happen if outdoor areas are not clean and safe?
Firstly, if your guests arrive and the exterior of the guesthouse is not clean, they will probably
begin to look more closely at the other areas of the guesthouse, seeking other things that are
not up to standard. If your guesthouse gains a reputation for lacking cleanliness and hygiene,
this will be very damaging for your business. Keeping guesthouses clean and safe is also good
for the tourism and hospitality industry of Timor-Leste.
If outdoor areas are not clean and safe, guests might hurt themselves. What would you do if a
guest was seriously injured because your guesthouse was not kept clean and tidy? This would
be a big problem for your guesthouse, and guests would probably stop coming.
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7.2. CLEANING OUTDOOR AREAS AND BUILDING EXTERIOR

Steps for cleaning and tidying outdoor areas
1. Pick up any rubbish or litter
Gather all rubbish from around your buildings. Place rubbish in a bag and dispose
of it carefully. If you are picking up rubbish with your hands, wear gloves or wash
your hands thoroughly immediately afterwards.
2. Clear away any spider webs under roofs, on windows, and around all buildings
Use a broom or stick to remove spider webs from the roof and windows of all
buildings.
3. Clear away any animal droppings
Try to keep animals out of guest areas, and check regularly for insect or animal
droppings.
4. Clean steps
5. Sweep dust and leaves away from paved/concrete areas and guest sitting areas
6. Mop tiled outdoor areas (if required)
7. Clean up any areas of pooling water (particularly in the rainy season)
8. Check plants in outdoor areas, water and trim as required.
Remove any dead, dry leaves and blossoms.
9. Clean furniture and all decorative items
Use a damp cloth to wipe away any dust or other dirt on outdoor furniture and
decorations.
10. Check and tidy outdoor furniture
Check furniture to ensure it is not broken, and replace in its intended position.
11. Check for any other hazards
Check there are not trip hazards such as broken branches, lifting tiles etc., or
dangerous obstacles guests may walk into and hurt themselves e.g. branches at eye
height, sharp edges, wires or poles sticking out etc.

Important: when cleaning outdoor
areas, think about when the best
time to do this will be. Try and clean
outdoor areas at a time when your
guests will not be using them, as
they will not be inconvenienced.
When wet-mopping the floor in a
public area, block the area so guests
cannot walk on the wet floor. If
possible, post a sign to let guests
know that the floor is wet.
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Guests come to your guesthouse because they need somewhere to stay. However, it is easy
to forget that our guests are often on a holiday, away from their homes and seeking a place
to relax. Creating spaces that our guests can relax and unwind in is an easy way to make sure
they enjoy their stay.
Consider the common guest outdoor areas in the following pictures:

In both of these examples, we can see:
t The guesthouse has used an outdoor area to create a space for guests to relax.
t The guesthouse has created a space that will be comfortable for their guests, by using
things such as cushions and shade.
t The guesthouse has used local plants create a peaceful and relaxing space.
t The improvements are simple and can be built using local products.
Spaces for your guests to relax do not need to be fancy and expensive. Think about the spaces
you already have and how you could make them spaces that your guests can relax in at the
end of the day.
Here are some simple tips to consider:
t Comfortable cushions can easily be made by stuffing something you already have on
hand, like empty rice bags.
t Simple wood structures can be created using local products.
t Wooden chairs and tables will last a lot longer than plastic as they will not become
brittle when exposed to the sun.
t Plants and flowers can be cheaply brought and grown.
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Creating comfortable areas for our guests to relax

Think about some simple ways you could create a relaxing space in your own guesthouse.
Record your ideas in the space below:

7.3. SELECTING AND USING CLEANING PRODUCTS AND EQUIPMENT
When cleaning the guesthouse, you will need adequate supplies of cleaning products and
clean linen, towels etc. It is always a good idea to check these supplies before you commence
cleaning, and ensure you have enough of what you will need to undertake all your cleaning
tasks. This will ensure you aren’t making unnecessary trips back and forth collecting the
things you need.
Some of the things you may need include:
Checklist of cleaning products & equipment
Cleaning equipment









Bucket
Mop
Broom
Dustpan
Toilet brush
Scrub brush
Clean cloths
Bucket/container for carrying
cleaning products
 Gloves and face mask
 Large rubbish bags for removing
rubbish
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Cleaning Products






All purpose surface cleaner
Toilet cleaner/disinfectant
Glass cleaner
Floor cleaner
Insect spray

 Toilet paper
 Soap
 Small rubbish bags for in-room/
bathroom bins
 Hand towels/paper towels

Linen and towels for guest rooms
 Sheets and pillowcases
 Towels
 Large bags for collecting dirty
linen and towels for washing later

To make it easy for the staff doing housekeeping and cleaning in your guest house, it may be
a good idea to post this checklist where you keep your cleaning products and equipment, so
they can make sure they have everything they need.
If this checklist does not exactly match the products and equipment that your guesthouse
uses, change and adapt it to suit your requirements.
It is a good idea to have all of your cleaning products and small equipment ready to go in
a small bucket or basket that you can carry easily between rooms. This will save you time
housekeeping.

Cleaning products and equipment
All cleaning products and equipment have different purposes. Use the list below to record
the cleaning products and equipment you would need for each task.
Task

Products & equipment

- Outside table and chairs
- Bathroom mirror
- Toilet
- Bathroom floor
- Bedroom floor

Housekeeping | 79

PART 7

Guest room/bathroom supplies

Cleaning products and equipment are designed to help you remove dirt, grease, dust and
other unwanted grime. Sometimes, you will need to select particular cleaning products or
equipment depending on the cleaning task.
It is important to select the correct cleaning products, and use them correctly.
Here are some simple Dos and Don’ts for using cleaning products:
Dos & Don’ts for using cleaning products
Do…
t Wear a facemask when using
strong chemicals.
t Wear gloves to protect your hands.
t Open windows.
t Put lids tightly back on bottles.
t Follow instructions for how
much of a product to use and
how to dilute it.
t Use different cloths for toilets,
bathrooms and guest bedrooms.

Don’t…
t Put products in different or
unlabeled bottles.
t Smoke, eat or drin k when using
cleaning products.
t Mix products.
t Store cleaning products near food
t Use cleaning products if you are not
sure how to use them.
t Do not use more than you need.

Tip: make sure you use bathroom cloths in the bathroom only. This is very important
for hygiene and safety. A good way to do this is to purchase some cleaning cloths
in different colors. Use one color just for the toilet, one for the bathroom and then
another color for other areas as needed.

Storing and maintaining cleaning equipment
Storing and maintaining your cleaning products and equipment has a number of benefits.
Keeping everything in the same place means you will always be able to find what you need
quickly and easily. Taking care of your equipment means it will last longer, and is less likely
to get lost.
Here are some tips for taking care of cleaning equipment:
t
t
t
t
t
t

Brushes: brush out dirt, wash in soapy water and allow to dry.
Buckets: wash thoroughly after each use with soapy water, rinse and allow to dry.
Brooms: shake bristles clean, wash if needed, dry.
Mops: wash in clean, soapy water, rinse and allow to dry.
Cloths/sponges: rinse thoroughly and allow to dry.
Gloves: rinse and hang to dry.

Keep your products and equipment in one place in an organized way. Cleaning and drying
all equipment properly between uses will ensure it is ready for its next use. Check the levels
of cleaning products regularly and purchase extra as it is needed.
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7.4. HEALTH AND SAFETY FOR HOUSEKEEPING
When cleaning your guesthouse, it is your responsibility to make sure you
protect yourself and your guests from becoming sick. When cleaning, it
is easy to spread germs from the bathroom into the living areas if you are
not careful.
Using chemicals and cleaning equipment can also be dangerous if we are
not careful. Make sure you also take care of your own health and safety
while cleaning.
Tips for housekeeping safely
t Use bathroom mops, sponges, cloths etc., in the bathroom only. Use a different
set for the living and bedroom areas.
t Any cleaning brushes or cloths used for cleaning the toilet are for the toilet
only and should not be used to clean anything else. The germs that come from
cleaning the toilet can make people very sick if they are spread to other areas.
t Wear gloves when emptying bins and try to avoid contact with the bin contents.
Put plastic bags inside your bins so that you do not need to touch the content of
the bin. Replace the bag each time you remove it.
t Be mindful of hazards when cleaning such as wet floors and broken glass. Be
very careful when cleaning up glass, and use a dustpan and brush to collect it.
Wrap the glass in newspaper or similar and place carefully in a bin.
t Wear closed in shoes that are non-slip. This way if you drop something or
accidentally spill a cleaning chemical you will not be injured.
t Lift and move heavy items and furniture safely. Ask for help if you need it.

7.5. GUEST SECURITY
Keys and locks
You have responsibility for controlling access to guest rooms, so it
is very important to control keys.
Keys should never be given out to anyone other than the
guest staying in the room: if you are unsure whether someone
is authorized to access a guest room, inform them of this policy,
and suggest they contact the guest directly. If you accidentally
let someone into a room and a guest’s belongings are taken, the
guesthouse may be liable for this loss. This could be a very costly
mistake for your guesthouse.
Control access to keys: keep additional guest room keys in a secure place and ensure only
a small number of trusted people have access to them. You need to be sure that your guests
are safe. Room key security is very important. Do not leave keys unattended while you are
cleaning, and do not leave them in door locks.
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Make sure keys and locks work: if you notice a lock that isn’t working properly, or a guest
informs you a lock does not work, ensure this is fixed before another guests stays in the room.
Replacing locks is not expensive, and does not take long. However, it makes a big difference
to how safe your guests will feel. This applies to windows and doors.

7.6. CARING FOR THE ENVIRONMENT
We want to be able to enjoy the beautiful places of Timor-Leste, both
now and in the future. This means we all need to take responsibility for
taking care of our environment as best we can. Consider some ways that
you can make sure you are not harming the environment, whilst also
ensuring that your guesthouse is clean and safe for your guests.
Some ways you can do this:
t Use cleaning products carefully, and try not to use excessive amounts of water.
t Clean and maintain your equipment after use, so you are throwing away and replacing
things less.
t Make sure electrical items work properly before you use them. Faulty equipment uses
more electricity, costs more to run, and is dangerous.
t Ask guests to be mindful of water use in bathrooms. This is especially important
during the dry season.
t Think about your taps and plumbing – dripping taps will waste water. Broken or
leaking pipes will also waste water.
t Think about where dirty water drains to. Is this harmful to the environment?
What else can you do to help the environment? Record any other ideas you have in the space
below:
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Entering a guest room
It is important not to alarm, frighten or make guests uncomfortable during their stay. Some
guests may not wish to have their rooms cleaned during the day, or may request you come
back at a later time. For this reason it is important to always enter guest rooms in a polite
and professional way.
Steps for entering a guest room
1. Knock on the door and announce ‘housekeeping’.
2. If there is no answer after 10 seconds, knock on the door a second time and
announce ‘housekeeping’.
3. If there is still no answer, use your key to open the door, again announcing
‘housekeeping’ and knocking on the door you have opened.
4. If you find a guest in the room that is sleeping or showering, leave the room,
making a note to yourself to return to clean it later.
5. If you are sure there is no guest in the room, open the door wide and commence
cleaning the room. Keep the door open while you clean the room.
6. If a guest is in the room, politely ask if you can clean the room, or they would
prefer you to come back later.
One good way for your guests to let you know if they would like to have their rooms cleaned,
is to use housekeeping signs on each door. This way guests can put out the ‘please clean my
room’ side if they wish you to clean the room, or the ‘do not disturb’ sign if they do not wish
to have the room cleaned.
See the example below.
Note: if a ‘do not disturb ‘ sign is on the door:
t Do not knock on the door
t Come back later
t When the ‘do not disturb’ sign has been removed, follow the instructions
for entering a guest room.
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7.7. CLEANING BEDROOMS

Cleaning a guest room
Checklist for cleaning a guest room
For health and safety, wear gloves when cleaning a guestroom:
1.
2.
3.
4.
5.

Enter the room using the process above
Leave the door open while cleaning
Turn on the lights (if applicable)
Circulate air by opening windows
Remove soiled laundry (sheets and towels)

6. Clean the room in the following way:
a. Ceiling: use a broom to remove spider webs, mold and dirt.
b. Walls: use a broom or a damp cloth to remove spider webs, mold and
dust/dirt.
c. Windows: use a glass cleaner and dry cloth to clean. Use a damp cloth
to remove dirt from windowsills.
d. All other items: fans, vases, lamps should be cleaned with a damp
cloth.
e. Furniture: remove dust and dirt with a damp cloth.
f. Switches and handles: all light switches and door handles should be
wiped down.
g. Floor: use a broom to remove dust, then mop.
7. Empty and replace rubbish bin.
8. Arrange any furniture so it is in the proper position.
9. Make the bed (see separate instructions). Linen should be changed after
every guest. Inspect the clean linen before putting it on the bed to make
sure it does not have any dirty marks, hair, insects, or other dirt on it. It
must smell clean.
10. Put everything away neatly, and check if any maintenance is required.
(e.g. check to see that no furniture is broken, lights/power points are
working, curtains and picture frames are straight and in good condition)
11. Close any windows you have opened.
12. Do a final check, making sure you have not left anything.
13. If the guest is leaving, make sure that no guesthouse belongings are
missing. (towels, glasses, decorations, information books)
14. Lock the room securely upon exiting.
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A stay over room is a room in which a guests stays for more than one night.
Some guesthouses change linen and towels every day regardless of whether or not a guest
is staying another night. However, doing this uses a lot of water and energy unnecessarily.
Usually, you will find that you do not need to change linen and towels every day in a stay
over room. However, it’s still important for the room to look fresh and clean. So, you will
still need to make beds and straighten towels. Use your judgment to decide whether towels
need to be replaced. If they are wet and dirty, changing them is probably still a good idea.
Steps for cleaning a stay over room
1. Enter the room as usual.
2. If the bedding is still fresh, remake the bed:
a. Replace pillow cases, if necessary, to make the bed look fresh.
b. If bedding is soiled, change the sheets.
3. Clean guestroom as usual.
4. Move guest possessions only to clean around and under them. Try not to move
guest’s things too much. Replace items neatly.
5. Exit the room as usual.

Making the bed
It is important to make your guests’ beds properly to ensure that everything is clean and
comfortable for their rest. However, it is also important to be able to perform this task
quickly, because the quicker you work, the more rooms you will be able to clean.
Steps for making a guest bed (see pictures on page following)
1. Pull the bed away from the wall.
Check under and around the bed for rubbish or guest belongings.
2. Remove all linen from the bed.
Shake the sheets out as you do this, so that any guest things will fall out and not
be lost.
3. Put the dirty linen away in the rubbish bag to be washed later.
4. Open out a fresh bottom sheet.
Ensure it is centered for even distribution on either side and tuck it in securely on
all sides. Be careful to tuck corners in properly.
5. Open out a fresh top sheet.
This time tuck in all sides except the top. Fold the top of the sheet down and tuck
in securely.
6. Open the pillowcases and place the pillows inside.
Place on the bed.
7. Lay out any quilts, blankets, or other decorative items that you are using.
8. Return the bed to its original position, and smooth out any wrinkles in the
sheet.
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Cleaning a stayover room

Important: whilst Timorese people usually sleep in the clothes they have been
wearing that day, it is not common for tourists from overseas to do this. Usually,
foreign tourists will sleep in underclothes that are less warm than their daytime
clothing. For this reason, guests will expect linen to be clean, including a bottom
sheet, top sheet, pillowcase and towel, and may need a blanket if it is cold at night.
You should understand your guests’ needs when you are making up guest rooms.

Open out a fresh bottom sheet
Ensure it is centered for even distribution on either side and tuck it in securely on all sides.
Be careful to tuck corners in properly.

Open out a fresh top sheet
This time tuck in all sides except the top. Fold the top of the sheet down and tuck in securely.

Open the pillowcases and place the pillows inside
Place on the bed.
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Guests can be very sensitive when it comes to the cleanliness of a bathroom. It is important
to maintain high standards so guests do not complain.
In particular, guests will notice:
t
t
t
t
t
t

Hair in the bathroom (sinks, showers, floors)
Mold on tiles, walls or ceilings
Dirty toilets
Dirty mirrors
Not enough toilet paper or hand soap.
Old and dirty items left by guests or others such as old toothbrushes and used soap.

Steps for cleaning guest bathrooms
For health and safety, wear a face mask and gloves while cleaning bathrooms
1. Open any windows to help air circulate.
2. Shake out soiled bathroom towels and remove: placing in a large rubbish bag
to be washed later.
3. Remove rubbish from bathroom bin and replace liner: wipe down lid using a
damp cloth.
4. Clean the ceiling: use a broom to remove spider webs and dirt.
5. Wipe down any wall tiles using disinfectant and a cloth: follow this with a dry
cloth to ensure the walls do not have water marks.
6. Clean the mirror: use glass cleaner and a dry cloth.
7. Clean the sink: using disinfectant and a cloth or sponge. Wash the disinfectant
off with clean water.
8. Clean all shelving and soap dishes: use a damp cloth.
9. Clean all switches and door handles: use a damp cloth.
10. Clean the shower: use disinfectant and a scrubbing brush to remove mold. Note:
if your bathrooms have a mandi instead of a shower, clean the tiled areas, check if
the water needs to be changed or refilled, and clean the mandi bucket.
11. Clean the toilet: scrub the toilet bowl and bidet using the designated toilet brush
and disinfectant. The inner rim must be cleaned with a cloth. Clean the outside
with a cloth and disinfectant. Clean the lid and toilet seat. Wipe over a second
time with a clean damp cloth to remove disinfectant. Ensure everything has been
wiped dry.
12. Restock toilet paper and soap as required: there should always be at least one
roll of toilet paper and one replacement roll in each bathroom.
13. Clean the floor: use the bathroom mop and floor cleaner. Mop from the furthest
side of the bathroom towards the door, backing away from your mopping to make
sure you do not walk through the damp floor and make it dirty again.
14. Turn off the lights and close windows and doors.
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7.8. CLEANING GUEST BATHROOMS

7.9. CLEANING GENERAL INTERIOR AREAS
In the same way as when we clean and tidy general exterior areas of the guesthouse, we
should try to clean and tidy general interior areas in a way that means our guests are not
inconvenienced. Try to clean most general areas when guests are not using them.

What are the interior spaces of a guesthouse that need to be cleaned and tidied?
General interior areas that need to be cleaned and tidied may include:
t
t
t
t
t
t

The front/reception area
Dining area
Walkways
Public toilets
Interior stairs
Lounge areas

Remember: do not allow guests to walk on a wet floor – block off areas and use a ‘wet floor’
sign wherever possible
Tip: when you are cleaning public areas, be sure to greet your guests if they pass
by. Smile and say “good morning!”
Steps for cleaning interior areas
Clean interior areas the same way you would clean a guest room:
1. Start with the ceiling.
Check for spider webs, dust and dirt.
2. Clean all furnishings.
Use a clean cloth to clean away dust and dirt.
3. Sweep the floor.
Mop as well if needed.
4. Don’t forget to clean:
t Rubbish bins
t Tables, chairs and sofas
t Curtains and blinds
t Lamps
t Computer screens and TV screens
t Ceiling fans
t AC units
t Light switches, power points and door handles
t Other areas that collect dust
5. Straighten all decorative items:
t Books and magazines
t Plants and flowers
t Cushions and rugs
t Artwork and posters
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PART 8:
MAINTENANCE ISSUES, IDENTIFYING
IMPROVEMENTS, & PROPERTY PRESENTATION

One of the most important aspects of attracting visitors to your guesthouse is that it
looks good. Using some simple strategies to ensure your guesthouse is always clean/tidy,
well presented and well maintained, you can be confident that you will always be ready
to present your guesthouse in the best possible way to your visitors. This will make sure
your guests always have a positive first impression of your property.
When you have finished learning about maintenance, improvements and presentation, you
should be able to:
t Understand and explain the importance of maintaining a guest house that is neat, tidy
and inviting to potential guests.
t Understand the need to maintain a safe and functional property, and can describe
some of the common areas in guesthouses where regular maintenance is required.
t Design a basic maintenance schedule to ensure all aspects of your property are checked
and maintained regularly.
t Identify and describe some common safety hazards that you should be mindful of in
your property (e.g. lighting, footpaths, handrails, security).
t Identify and describe some potential improvements to your own guesthouse that
would improve a guest’s experience and comfort (e.g. comfortable furniture, safety
hazard reductions, hygiene standards).
t Understand and describe some simple techniques for improving the decorative aspects
of your external property e.g. garden beds, signage and tidiness.
t Understand and describe some simple techniques for improving the decorative aspects
of guest space such as bedrooms and sitting areas e.g. adequate lighting, cleanliness
and decorative pictures, flowers etc.
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8.1. CLEANING AND MAINTENANCE SCHEDULES
Maintaining clean and hygienic premises not only creates a good visual
impression for our guests, but also serves to:
t
t
t
t

Help guests enjoy their stay.
Prolong the life of guesthouse buildings, fixtures and furniture.
Reduce the likelihood of insect or pest infestations.
Identify hazards and resolve maintenance issues before they
become costly and significant.
t Reduce the costs of operating the guesthouse.
We know we would all like to have perfectly clean and maintained guesthouses all the time.
But often, there is so much to do and keep track of that we don’t always find the time and
the energy to make sure routine maintenance happens.
So, what can we do about this?
The best way to stay on top of what needs to be done to keep our premises clean and
maintained is to have a cleaning and maintenance schedule. A cleaning maintenance
schedule is a checklist reminding us of the things that need to be cleaned and maintained
outside of our daily cleaning routines. This might include things such as:
t Doors and windows: removing all dust a dirt, and checking that all doors and
windows are working properly.
t Light bulbs: all fittings are clean and all lights are working.
t Roof: no tiles/thatching is missing or broken. Roofs are pest free.
t Ceiling fans and AC units: clean and in working order.
t Plumbing: working properly, not leaking/broken.
There are many other places in the guesthouse we need to check, clean and maintain. Record
some more of the places you can think of in the space below: (Tip: think about inside and
outside your guesthouse)
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Using the list you have created above, describe how each area needs to be cleaned, and how
often using the table below. The first few items have been filled in for you.
Cleaning and maintenance tasks
Area

Description

Frequency

Doors & windows

Remove all dust and dirt, check all doors and
windows are working properly.

Weekly

Light bulbs

Check all fittings are clean and all lights are
working properly.

Weekly

Roof(s)

Check all tiles/thatching are in good
condition with no missing/broken pieces.
Ensure roofs are pest free.

Monthly
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The next step, after identifying what needs to be cleaned and maintained, is to determine
how this should be done and how often (e.g. weekly, monthly, quarterly, annually).

The final step is to use this task list regularly to get everything done in terms of checking and
cleaning the property properly.
The best way to do this is to first count up how many tasks you have for each frequency
(weekly, monthly etc.) and then figure out how often you need to perform each of these tasks
to get them all done.
For example, if you have 5 weekly tasks, if you perform 1 of these tasks each weekday
(e.g. Monday-Friday), all your weekly tasks will get done.
If your list has 4 monthly tasks, if you do 1 of these tasks every week (e.g. Friday
afternoon), they will all be done each month.
Tip: work your maintenance into your regular cleaning activities, and ensure it is
getting done by checking and following up. Often, your maintenance and checking
will identify items around your guesthouse that need to be repaired.
If the repairs are something small (e.g. dead light bulbs, broken locks on windows), they
should be fixed immediately. However, if the task is something big (e.g. replacing toilets or
plumbing) this should be planned for the low season of your guesthouse when you are less
likely to have visitors staying.
Group large items that you will need special assistance with and arrange a good time for this.
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As well as creating and following a cleaning and maintenance
schedule, another good way to ensure the safety of our
guesthouses for our guests, and us is to conduct regular risk
assessments. A risk assessment is the process of touring your
guesthouse, inside and out, and looking for things that may be
unsafe and could harm your guests. This is a great way to keep
your guests safe.
Anything that could potentially be harmful to a guest or
anyone else in your guesthouse is called a hazard.
The steps to conduct a risk assessment are:
Step 1: identify the hazard
t You need to physically walk around your entire guesthouse to complete this step.
Carefully note down the location and nature of any hazards you see.
(e.g. broken tile on the stairs outside the toilet)
Step 2: understand the risk
t What might happen if you don’t fix the hazard you have identified?
(e.g. guest or staff members could trip on the broken tile and injure themselves).
Step 3: mitigate the risk or reduce as much as possible
t Record what needs to happen to remove the hazard. If you can’t remove it, or can’t
remove it straightaway, what other steps can you take? Write down the required action
and the timeframe this will happen in.
(e.g. Put up a warning sign today, collect new tile from Dili on Friday and replace).
Step 4: follow up
t If you are not going to fix the hazard yourself, assign someone else responsibility for
doing this. Check back to make sure this has happened in the required timeframe.
Important: the most important step in the risk assessment process is to follow up.
It does not matter how many hazards we can identify if they are not being removed
or minimized, as that means the guesthouse is not becoming a safer place for our
guests. Create a list of the tasks that need to be completed as a result of your risk
assessment and check this list regularly. This will also help you to identify recurring
issues at your guesthouse and think about ways you can solve them.
On the following page is a Hazard/Risk/Action Plan template. Use this template to
complete a risk assessment of your guesthouse.
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8.2. HAZARDS AND RISK ASSESSMENTS
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RISK
(What might happen?)
Guest or staff member could trip and injure
themselves.

HAZARD
(What is the hazard?)

Broken tile on the stairs outside the public
toilet.

Follow the steps outlined in section 8.2 to complete your hazard/risk/action plan

Today – put up a warning sign.
Friday – collect new tiles from Dili and
replace.

ACTION
(How can you fix it?) – List the actions
you will take, and when you will do this

PART 8
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8.3. PROPERTY SECURITY AND SAFETY
Making sure your guests are safe and secure in your guesthouse is very important. If guests
do not feel safe, or worse, if something happens to them while staying at your guesthouse, it
is very unlikely that they will return.
So, what are the things we need to think about in order to keep guests secure and safe?

Control access to your property
If there are unknown people hanging around your guesthouse, particularly after dark, your
guests will probably feel uncomfortable. Think about ways you can make sure this does not
happen. You may need to discuss this with members of your local community, or mark the
boundary of your guesthouse with a fence.

Light outdoor areas
Well-lit outdoor areas ensure guest safety in a number of ways. Guests
can see when walking around at night so they are less likely to trip or
fall and injure themselves. Lighting has the added benefit of guests
being able to see their surroundings, which will make them feel safer.
Additionally, lighting will serve as a deterrent to anyone who may have
been tempted to try and enter the property after dark unlawfully.
Set up some lights at key points around the outside of your guesthouse, ensuring there is
light in places guests will use at night, such as bathrooms and pathways. Solar lighting is a
cheap and effective way to do this.

Control safety hazards
Make sure you conduct your risk assessment (section 8.2) regularly to
ensure your guest safety. In particular, remember to look for electrical
issues such as wires sticking out, or faulty power points. Check for
water hazards such as leaking taps or water elsewhere that a guest might
slip in. Consider the needs of your guests and whether handrails are
required to rocky or uneven walkways. Sometimes, you will identify
hazards that cannot be immediately fixed, or are not able to be fixed at
all. You may also find that stairs or other parts of your property become
slippery after rain, but not all the time. You will need to come up with a good way to make
sure your guests are informed so they now to be careful in these areas. Often, a good way to
do this is to put up a sign informing guests of the potential danger and the need to be careful.

Stay at your property
If it’s the middle of the night, and someone is hurt or an emergency has
occurred at your guesthouse, will your guests be able to find you? It is
very important there is always somebody at your property overnight
who will be able to assist guests if they need it. This is especially
important if your property is located somewhere without good phone
reception.
Remember, your guests are usually people from somewhere else. This means they may not
know where else to seek assistance, and may not be able to find help in an emergency. Staying
at your property will also keep it safe from theft and damage at night.
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As your guesthouse continues to grow and expand, more guests will
come to visit, and you may find that expansions, changes or other
improvements to your guesthouse are needed.
Think about potential improvements to your property and create
a plan, which considers the costs and potential returns from your
property improvements. If you do not take the time to understand
your guesthouse needs, plan in advance, you may be wasting time and money on creating
new rooms or buildings that will not bring your guesthouse any additional income.
Think about your property as a whole, not simply the number of rooms. Good improvements
can be very simple things such as upgrades to plumbing and outdoor areas, or improving
dining rooms or bathrooms.
Property improvement is a never-ending cycle, with 4 key steps:

Step 1: identify
What does your property need? How do you know what you should change or improve
about your property? Perhaps you have noticed that guests always have problems using
a particular bathroom, or that the handrail on the stairs is getting loose. You should use
feedback from your guests about their stay, as well as your own observations to identify things
that you can improve.
Step 2: prioritise
What does your property need most? Although an additional room may be an obvious
expansion to your guesthouse and provide the opportunity for more guests, it might not be
the improvement that your guesthouse needs. If your bathrooms are old and not working
properly, or beds are broken, guests will value these improvements more than additional
buildings. You should think about what is most needed first. Maintenance is an investment
in your business.
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8.4. PLANNING PROPERTY IMPROVEMENTS

Step 3: research and plan
How are you going to do it? Once you have identified what you need, you need to work out
how you are going to do it. Has another guesthouse you know of already carried out a similar
improvement or built an extra structure like what you need for your guesthouse? Look for
good examples, draw pictures of what it will look like, and discuss with others before you
begin. Figure out the steps you will need to take, and how long it will take you. Plan any noisy
building work for the low season of your guesthouse, when you won’t disturb your guests.
Step 4: carry out your plan
When do you want to have your improvements completed by? Set goals and objectives
for your property improvements and realistic timeframes to achieve them in. Inform your
guests of your plans for improvements, and the things they can look forward to seeing on
their next visit. Make the improvements you have set out, and evaluate your work. Look for
more opportunities to continue to improve your property.
If you are considering additional buildings, or looking for ways to improve your current
buildings, you should also consider:
t Access: will guests or can guests currently access them easily? Are they the right style
or size?
Your guest rooms will only bring income to your guesthouse if guests want to stay in
them.
t Health and safety: as well as being able to access buildings and rooms easily, your
guests need to be able to do this safely at all times.
Will your new rooms/buildings be safe at night?
Do you need to build additional stairs or pathways or add lighting for your guests as
well?
Do guests have sufficient light and air inside the buildings? You may need to add extra
windows to ensure adequate airflow. If rooms do not receive sufficient light and air,
they will grow mold and smell bad, guests will not want to stay in these rooms, and
they will also be a health and safety risk.
t Flow: does it make sense for a room or building to be there? For a guest room, think
about not only guest access, but also how the guest staying in the room would move
about the rest of the guesthouse. E.g. a guest will not be comfortable in an extra
guestroom if they have to walk through the kitchen and your private lounge room to
use the bathroom during the night.
Is there easy access to a bathroom?
Is there a logical path to public guest areas?
Will a guest want to stay in this room?
t Balance to public/private space/outdoor areas: is there enough space for everyone to
be able to relax at your guesthouse? Can these areas be improved? If you are considering
additional buildings, be careful that these will not reduce the amount of space that
your guests will have in outdoor areas, or public spaces for relaxing. Also keep in mind
that if you increase the number of guest rooms at your guesthouse, you may also need
to expand spaces such as dining areas and bathrooms so that there will be enough
room for everyone.
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Bedrooms
Aside from a bed, what are the things our guests might need in their room?
Consider the room pictured below:

We can see this room is clean and has been prepared for guests.
Its features are:
t
t
t
t

Beds
Linen
Towels
Mosquito nets

This is an example of a good base for a guest room. However, there are a number of simple
additional features that could be added to this room to make it more functional for a guest.
For example:
t Bedside tables
Small tables next to each bed would mean guests can put phones, books or torches on
the table and easily access them.
t Table or chair for luggage
So guests don’t have to keep luggage on the floor where it may become damp or dirty.
t Small lamp or solar lamp
To use at night if your guests need to get up or wish to read at nighttime.
t Hanging hooks and/or an outdoor clothes line
For wet clothing or towels to dry, or for wet clothes and jackets to hang outside.
t Power points
If there is electricity, is there a place where guests can plug in a phone to charge?
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8.5. FUNCTIONAL PROPERTY IMPROVEMENTS

If you can anticipate your guests’ needs and prepare for as much as possible for their stay, you
will find guests will need less assistance during their stay, and will also appreciate the time
you have taken to think of the functional requirements. Considering the functionality of a
room will also help your guesthouse when undertaking housekeeping.
When you are selecting furniture and add-ons for your guest rooms, don’t forget to think
about styles and colors, as your room is still well presented to a guest as well as functional.
Use the space below to record some of your ideas for improvements you could make to guest
rooms at your guesthouse. How would you do this?

Bathrooms
What do our guests need and expect in a bathroom?
Consider the bathroom in the picture below:
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t A toilet
t A mandi, and
t A bucket for water.
What else might a guest bathroom need?
t A bin: western tourists will probably use toilet paper. If you do not want guests to put
the toilet paper down the toilet, you will need to provide a place for them to put it. It
is also a good idea to have a bin for other bathroom rubbish, and sanitary items. Keep
a bag inside the bin so you can tie and remove the bag when you clean the bathroom.
t Separate hand buckets for water: it is much more hygienic to provide one hand
bucket for use with the toilet and one for use when showering. Guests will appreciate
this effort. If possible, provide hooks to hang each bucket on (one near the toilet, one
near the shower) so they can be kept separate.
t Shelf for soap/shampoo: guests will not want to keep their items (especially soap)
on the floor while they are showering, and this is also not hygienic. You can easily and
cheaply attach a small shelf to a wall so guest items can be kept here while they shower.
t Hooks: put up hooks so that your guests can hang up their towels/clothes while they
shower. This will mean their clothes and towels do not get wet or dirty.
t Mirror: put a mirror above the basin or in the bathroom so a guest can use it. Keep
the mirror clean.
t Locks: make sure the bathroom locks properly. Guests will not be comfortable using
a bathroom if they cannot keep the door securely closed.
t Light: make sure there is enough light to be able to see easily. This will make sure
your guests can see, and will not trip or fall in the bathroom. However, if you have a
bathroom window, make sure that someone standing outside the bathroom would
not be able to see in!
Use the space below to record some of your ideas for improvements you could make to guest
bathrooms at your guesthouse. How would you do this?
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The bathroom is reasonably clean. In it we can see:

8.6. SEPARATING PUBLIC AND PRIVATE AREAS
If your guesthouse is accessible to everyone in the community, you will need to make
sure there that your guests are still able to relax and have some privacy so they always feel
comfortable.
Consider the public areas of your guesthouse, and try to observe these simple guidelines:
t Do not allow children or members of the local community to watch guests when
they are relaxing in these spaces: do not let groups of children point and stare, and
do not allow community members to loiter in these areas. You may need to have a
discussion with the members of your local community so they know which areas of
your guesthouse are private for guests.
t Keep animals out of these areas: wherever possible keep animals out of common
guest areas.
t Try to keep areas quiet and peaceful: don’t play loud music that will disturb people
relaxing in public areas, and try to plan housekeeping of these spaces for times when
guests will not be using the areas.
It’s also a good idea to make sure that some areas of your guesthouse are designated for the
use of guests only, and likewise that some areas are kept private for guesthouse owners
and staff.
Separating the spaces to be used by guests and those to be used by everyone else has a number
of benefits:
t
t
t
t

Guests will feel more comfortable and relaxed.
Your staff and family will also be more at ease in their own space.
You do not need to keep family spaces presentable to guests at all times.
You do not need to vacate the private space you are relaxing in when a guest arrives.

You can mark areas where you do not wish guests to go with a simple saying “staff only” or
simply “private”. Guests will understand that these are spaces you do not wish them to go,
and will respect your privacy.

8.7. PROPERTY PRESENTATION AND DECORATION
We know that we want to create a place that is attractive and inviting to
our guests. Therefore, we need to put some thought and planning into
the ways our guesthouses are presented and decorated.
Think about how your guesthouse looks from the street. Would a passerby
know it is a guesthouse? Does it look like a guesthouse that they would
want to stay in?
For example, a simple sign that is clean and well looked after tells a
passerby that the guesthouse is also clean and well looked after.
Washing buildings so they are clean, a new coat of paint, and tidying gardens can make a big
impact on the presentation of your guesthouse.
Visitors will make decisions about the state of your guesthouse from these kinds of
impressions, so it is very important to consider how your guesthouse will appear.
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Here are some tips on decorating your guesthouse and making its surroundings welcoming:
t Utilize open land to create an inviting garden by planting flowers and growing
trees, grass and vegetables.
Guests will always prefer real flowers to plastic, and like to eat locally grown produce.
If you do not have much space, plants can be placed in pots.
t Create sitting and relaxing spaces using local materials e.g. stones, cane or wood.
This will look nicer and is also more durable.
t When placing decorative pictures, try to use pictures of local places, scenes,
characters and attractions.
Place these in bedrooms and common areas. Scenery pictures are especially good for
creating a relaxing atmosphere.
t Use local handicrafts/traditional items to decorate bedrooms and common spaces.
They will be cheaper and appreciated more by your guests than plastic materials/or
imported items. Good quality products in good condition reflect well on the culture
of the area.
t Try to minimize the number of decorations related to religion or politics.
While some guests may find this authentic and interesting, it may also offend other
and make them uncomfortable. If possible, keep these items in your private areas.
Avoid having cluttered spaces that have multiple items that your guests don’t need or
don’t work.

Maintenance issues, identifying improvements, & property presentation | 103

PART 8

On entering your guesthouse, how does it look and feel? Is it cluttered or tidy? Is it a happy
and welcoming space?
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GLOSSARY OF KEY WORDS
Accommodation The room, group of rooms or buildings prepared for a guest
to stay in e.g. a guesthouse.
Body habits The small ways that we act and behave from which our
guests can form an impression about our personal hygiene.
Booking Reserving accommodation in advance.
Burn An injury to the skin caused by heat.
Check-in The process carried out when a guest arrives and registers
their arrival at their accommodation.
Check-out The process carried out when a guest departs from their
accommodation.
Cleaning Removing the dirt that we can see from things.
Commission A small fee paid to the person who has negotiated and
arranged the sale of a good or service on behalf of the
operator or owner.
Communication The act of sending and receiving information between
people or groups.
Competition Contest between multiple businesses, which provide the
same service, to attract the same customer or market.
Confident Feeling or showing certainty or expertise about something.
Costs All of the products and services we need to purchase and
pay for in order to produce something (e.g. a meal).
Cut A forceful injury to the skin, causing a wound, which will
bleed and then need time to heal.
Cross contamination When the germs from raw foods are transferred to ready
to eat foods or cooked foods.
Danger zone The temperature at which harmful bacteria can grow on
food. Food is in the danger zone when it is between 5 and
60 degrees Celsius.
Detergent The liquid cleaning product that we use to remove dirt,
grease and food residues from the kitchen.
Dining area The place in your guesthouse or restaurant where your
guests consume their meals (breakfast, lunch, dinner).
Economy The system that a country uses to produce and consume
goods and services, which affects how money and resources
are acquired and used.
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Faulty equipment When the machinery or equipment that we use to do our
jobs is not working properly or otherwise in poor condition
(for example, is damaged, sparking or smoking).
Feedback Information about reactions to a product or service that is
used as a basis for business improvement.
Food contact surface Any surface or piece of equipment that actually touches the
food being prepared.
Food contamination When germs (from our hands or bodies), chemicals, or
things such as insects or small pieces of dirt, plastic, or glass
become mixed up with the food we are handling.
Food hazard The danger we create whenever we prepare food in a way
that is not safe.
Food poisoning What happens when people eat food that is contaminated
(either through food contamination or cross
contamination).
Food safety The way that we handle, store and prepare food in order to
prevent food-borne illness.
Functional Design or features that are practical and useful.
Guest A person staying at a hotel or guesthouse. A guest may be
a tourist or a local.
Guest bill A written record of the money a guest owes for
accommodation and services.
Hazard Any source of potential danger, harm or risk to health and
safety.
Healthy Not suffering from any kind of illness or injury.
Honesty system A system of tracking a guest’s consumption of goods and
services that relies on the guest honestly recording what
they have consumed and used.
Housekeeping Management of the day-to-day processes of cleaning and
maintaining a property.
Hygiene The ways in which we make sure ourselves and our work
environment is clean to maintain health and prevent
disease.
Inclusions Products, meals or services that are included within the
quoted price for an overnight stay e.g. breakfast, laundry,
welcome drink.
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Incorrect storage When items have been stored in a way that makes it unsafe
to get them back out to use again (because they are too high
up, too low down, or too heavy to lift).
Maintenance Cleaning, care and upkeep of property or equipment in
order to extend its useful life and value.
Menu The tool we use to plan and communicate the food we will
prepare for our guests.
Obstruction When an obstacle blocks an area or a walkway, and makes
is difficult to move through this area easily.
Optional items Available goods or services that a guest is not obliged to
order or consume, but may choose to for an additional cost.
Personal hygiene The way that we take care of our own health, by keeping
ourselves clean and tidy every day.
Price How much money we receive for the service or product
provided to our guests (e.g. a room, a meal).
Profit Any extra money left after we have paid for all costs.
Raw foods Foods that cannot be eaten unless they have been cooked.
It is the heating process of cooking a raw food that kills the
harmful bacteria it can carry.
Ready to eat foods Foods that we can eat in the same state as we bought
them. We might choose to cook ready to eat foods (such
as vegetables), but we could also easily and safely eat them
without cooking.
Reservation The act of securing something in advance (see: booking).
Responsible tourism Tourism that generates greater economic benefits for local
people and enhances the well being of the local community.
Risk Exposure to danger, harm or loss.
Routine Common processes, tasks or duties that are completed as
part of a typical or everyday activity.
Sanitizing Removing bacteria and dirt that we cannot see from food
contact surfaces.
Safe Protected from the risk of danger or injury.
Schedule A plan for carrying out a process or procedure, which details
intended actions, events and times.
Society The way people in a given community organize themselves
and get along on a daily basis.
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Spill When an accident has occurred, and a pool of water, food,
or chemicals is on the floor and has not been cleaned up
yet.
Stayover Any guest staying more than one night who is not departing
today..
Substantial food Food that will give your guests energy and keep them full.
Target market The group of potential visitors or guests at whom your
product or service is aimed.
Tourist A person who is traveling or visitng a place for pleasure.
Value The importance, worth, or usefulness of something.
Visitor A person arriving at a place for a social, business, leisure or
other purpose.
Walk-in A guest or visitor who arrives at a guesthouse without a
reservation.
Word-of-mouth Information shared person-to-person about a guesthouse
or business that is based on experiences, and perceptions
of value.
Workplace health and safety All of the systems and rules that we can put in place in a
workplace (such as your own business) to make sure that
we are preventing illness and injury for everyone who works
there, as well as for customers or guests.
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APPENDIX A – BOOKING FORM
ARRIVAL DATE
DEPARTURE DATE
NO OF NIGHTS
NO OF GUESTS
NO OF BEDS & ROOMS
CONTACT NAME
CONTACT PHONE NO
OTHER CONTACT DETAILS
ARRIVAL TIME
DEPARTURE TIME
OTHER COMMENTS
BOOKING RECEIVED BY
DATE

AVAILABLE ROOM?
ACCEPTED ROOM AND PRICE?
RECORDED IN BOOKING LOG?
BOOKING RE-CONFIRMED?
BOOKING RE-CONFIRMED BY
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APPENDIX B – BOOKING LOG
MONTH:
DATE
1

2

3

4

5

6
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APPENDIX C – GUEST RECEIPT
Guest receipt
Guest name:
Quantity

Room no:
Description

Price:

Total:

TOTAL
Guest signature:
Staff signature:
Guesthouse
Timor-Leste
Ph:
Guest receipt
Guest name:
Quantity

Room no:
Description

Price:

Total:

TOTAL
Guest signature:
Staff signature:
Guesthouse
Timor-Leste
Ph:
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6

5

4

3

2

1

Rm#

Departures

Departure
Time

Daily arrivals and departures list

Comments

Arrivals

Arrival time

Comments

APPENDIX D – DAILY ARRIVALS AND
DEPARTURES LIST

HAZARD
(What is the hazard?)

RISK
(What might happen?)

ACTION
(How can you fix it?) – List the actions you
will take, and when you will do this

APPENDIX E – RISK ASSESSMENT
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APPENDIX F – MAINTENANCE LIST
Cleaning and maintenance tasks
Area
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Description

Frequency

Author: Jocelyn Condon
Graphic design: Wide Vision
Illustrator: Gibrael Dias Soares Carocho
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