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New Incidents

Documenting a guest’s concerns/issues and resolution allows you to capture data to improve a guest’s experience.

Step 1: Go to the Incidents dropdown and select New Incident. Incidents ~|

Guests »
| New Incident ‘

Incidents

Recently Completed

Step 2: When the new Guest Incident screen opens up fill in the required fields.

Welcome Page ~ Guest Incident: New*
Closed - Resolved Closed - Unresolved Return to Incomplete Save Save/Close Clos|
Guest (Select Guest) ~ @  Closed Date | ‘
A New

Guest Status On-Property/In-House = Guest Type: | Incident Source:  Guest On-Property 2 Guest can

Guest Location:  (Select Location) -1 incident Location: | (Select Location) -lo be created

Tupe: (Select Type) - @ Assianee: (Select Assignee) T from thIS

Incident Summary:
screen by,
clicking the

o New

button.

e Guest: Enter the guest name or click on the drop-down menu to select the guest name.

e Guest Status: Select the correct status (pre-stay, on-property/in-house or post-stay).

o Guest Type: Automatically populates. To edit the guest type, go to the Guest List screen.

o Incident Source: Select how the incident was reported from options in the dropdown menu.

e Guest Location: Enter the guest unit.

¢ Incident Location: Enter the location of the incident.

o Type: Select the incident type from the drop-down list (Department and Category)

e Assignee: Select the assignee that will work on the incident.

¢ Incident Summary: Enter a brief description of the guest’s issues/concerns (500 characters or less). Use proper
spelling and punctuation.

Step 3: Click on New Response and Guest Response/Compensation Comments Work Orders Log
add a Response from the choices in Remove New Compensation Remove
the dropdown menu. Multiple Response

Responses can be added depending on | 2 LiSeaslalaiitisd)

. . . Guest Response Name
the situation and over the duration of

Addressed Internal Process

resolving the incident. Addressed Assodiate
Addressed Service Failure
Inspected area

Repaired issue(s)

Not enough information provided
Phone Call to Guest - Resolved
X




Next steps may include one or all of the following as circumstances or workflow dictate.

Click on Comments to add a comment.
Comments are required to Close the Incident.

Guest Response/Compensation Work Orders  Log

If compensation was provided, select New Compensation and choose the correct option from the drop-down.

Add a value.

New

[Goe= Response/Compensation Comments Work Ordes Log

Response Remove | New Compensation [Remove

Response
» Bl Met with Guest

a Type
L] Gift Card
Compensation Type Name

(Select Type)
Bonvoy Points (Enter Points in Dollar field)
Compimentary Night (Add Approximate Value)

Complimentary Resort Activities
| Destination Points
Gift Card
Guest Amenity
x

Entered Date
v 6/4/2021 2:11:55PM
Valve

Associated work
orders can be
attached to the
Incident by clicking
Work Orders and
select Add.

Guest Location: | #8142, x7566 (2 Bdrm) * Incident Location: | #8142, x7566 (2 Bdrm) -
Type: EIWO - TV (Engineering) ¥ 85! Link Work Orders
Incident Summary:
Mrs. Robinson came to the front desk to report that she was upset about the TV not worh&
Link? | Location Guest Name Name External Id
lx% V] #8142, x7566... Repair TV /Televi... 483006
[T T #8142, x7566... Deliver Step Stool 483007

Guest Response/Compensation Comments Log

View Remove

Name Location Gl

Work orders currently active or completed within the last 30 days can be linked to the incident.

Step 4: Click on Save or Save and Close.

0 Guest preferences are NOT to be documented under Incidents.




