GUEST ACCOUNTING
Guest accounting is the term used to track financial transactions (debits and credits) within the front office. The guest ledger tracks accounting activity within the hotel before and during a guest or group stay. The city ledger tracks revenues due to the hotel.  Guest accounting is the responsibility of the accounting or billing section, while the settlement of the accounts or bills is the responsibility of the cashier. 
Aims of guest accounting
Guest accounting procedures are aimed at:

· Maintaining accurate and up–to–date guest accounts
· Ensuring that payment is received promptly and in full

· Providing management with accurate and up–to–date financial reports
· Identifying revenues from different departments

· Monitoring the credit limit of the guest

· Preventing the fraudulent practices of staff

· Saving time and avoiding misplacements
Documents generated in Guest Accounting

There are various documents that are maintained to ensure a proper guest accounting system in hotels and these include among others;

i) Folios

ii) Vouchers

iii) The city ledger

iv) The high balance report

v) The guest ledger

1) Folios
A folio is a statement of all transactions (i.e. debits and credits) affecting the balance of a single account. At check out, the guest folio should be balanced to zero through full cash payment, credit card transfer, personal cheque transfer or direct billing transfer. To properly maintain folios, postings should be proper through recording all transactions on a folio (i.e. the proper folio, proper location and proper amounts).
Under the manual, semi automated and fully automated systems, folios are called hand-written folios, machine-posted folios, and computer-based electronic folios respectively. NB. All folios must have a unique serial number for internal control and storing purposes.
Types of folios used at the front office

a) Guest folios – accounts are assigned to individual persons or guestrooms

b) Master folios – accounts are assigned to more than one person or guestroom; usually reserved for guest groups

c) Non-guest (or semi-permanent) folios – accounts are assigned to non-guest businesses or agencies with hotel charge purchase priviledges

d) Employee folios – accounts are assigned to employees with charge purchase privileges
2) Vouchers

These are also known as checks. Vouchers are documents that have the details of the purchases made by the guest from an outlet of a hotel. They are proof that a transaction has taken place in the hotel. The vouchers are sent to the front desk where charges are posted to the guest’s folio. Vouchers act as supporting documents of the transactions that took place between the hotel and the guest. If the guest pays the outstanding amount at the outlet, then the voucher is filed at the outlet. If the guest signs the voucher, it is sent to the front desk for posting purposes.
Types of vouchers

a) Charge vouchers

Also known as account receivable vouchers. The charge vouchers record the goods and services that a guest has received but has not paid for. If the transaction occurs somewhere other than at the front desk, it must be communicated to the front desk for proper folio posting. This is done through a charge voucher.
b) Correction vouchers

These record corrections of errors made during posting. An account correction is made on the same day the error is made, before the close of business. An account correction can either increase or decrease an account balance.
c) Allowance vouchers

These can either be a compensation given to a guest for poor services or discounts or a correction to a posting error on an existing account after the close of business. Any account allowances must be documented with the use of an allowance voucher. Allowance vouchers require management approval.

d) Transfer vouchers

A transfer voucher is used when the account balance or account entry is transferred or shifted from one folio to another folio. E.g. when one guest staying in a room agrees to pay a dinner charge for a friend who is also staying in same hotel but in a different room, the charge must be transferred from the second guest to the first guest and this transfer must be documented by a transfer voucher. An account transfer may also occur when a guest checks out by paying through credit mode. The guest’s outstanding account balance is transferred from a guest account to a non guest account through the use of a transfer voucher.
e) Paid out vouchers

Also known as visitor’s paid out or Cash out or VPO. This is cash paid out by the hotel on behalf of the guest. If petty payments like taxi fare, cinema tickets, postage etc. are made by the front desk, a VPO is issued on the guest’s name and his signature is collected and the amount is debited in the guest’s folio.
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3) Ledgers

A ledger is a book in which the accounts of both resident and non-resident guests are entered. In simple words, a ledger is a grouping of guest accounts. The ledger aids in preparing the profit and loss account as well as the balance sheet of a hotel.

a) Guest ledger

The guest ledger is a type of ledger that has the accounts of all the guests residing in a hotel. After the guest has been registered, a folio is opened in his/her name to record all the purchases which he/she makes from t e hotel. The guest ledger is also known as a transient or room ledger. The guest ledger is used to track guest account balances. For guests whose accounts maybe settled by their company, travel agency or Airline Company, the time of the guest’s check-out and his signature should be taken and the account the is transferred from the guest ledger to the city ledger.
b) City Ledger

The city ledger is also known as the non-guest ledger. It is a collection of non-guest accounts. If a guest account is not settled in full by cash payment at checkout, the guest’s folio balance is transferred from the guest ledger to the city ledger in the accounting division for collection. The city ledger also includes accounts held by:
i) Local business people who are not resident in the hotel but who use the hotel facilities and services for entertainment or business meetings.

ii) Guests who walk out of the hotel without settling their outstanding balances. These accounts should be transferred to the city ledger until the accounts are settled or closed by writing off as bad debt, if the amount is overdue and not forthcoming for a long period.
iii) Guests who have sent prepayments to guarantee their bookings, but have not arrived or checked in. This amount is recorded in the city ledger and the account is closed as per the terms of the reservation. 

Billing Systems

These refer to the methods used to prepare guest bills. They include among others;

i) The tabular ledger
ii) The mechanical or electronic billing machines 

iii) Computerized guest accounting systems
a) The tabular ledger
The tabular ledger provides a record of all charges incurred by guests during a twenty-four-hour period, analysed according to their nature. It is very common in smaller hotels that use manual systems. This is the oldest and the most labour-intensive of the billing systems. The tab produces;
· A record of all charges, credits, payments and outstanding balances

· A separate total for each guest’s bill

· A separate total for each category of item

Visitor Tabular Ledger
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The visitor tabular ledger (VTL) is the type of ledger which is maintained to keep the up to date record of all charges incurred by the guest during their stay in the hotel. The visitor tabular ledger (VTL) is an individual loose sheet used for recording the daily transaction of the guests. It is maintained to keep all record of the transactions that are related to the sales of goods and services rendered to the guest. It is also called a tab sheet or guest ledger. The ledger is maintained by billing office or front office cashier according to the cheque or voucher made by different outlets or departments on the name of the guest who have utilized the services.

The visitor tabular ledger is made for each and every guest who checks into the hotel and uses the hotel facilities. It is closed when a guest checks out from the hotel. After the completion of billing procedure, each day transaction is carried out by night auditor who comes at night and works generally in the midnight to close a total transaction held during the whole day and prepares reports accordingly. The account of a guest is calculated and carried down in a new tabular ledger sheet for next date.

Importance or purposes of visitor tabular ledger are as follows:
· It shows the total sales of outlet in the hotel on a daily basis.

· It shows the overall or total sales of a hotel on a particular day.

· It shows all types of facilities and services used by the guest

· It shows cash and credit balance of guest.

· It shows total transactions of a particular guest on a particular day.
The visitor tabular ledger provides the following information:
· The type of services used by the guest.

· Sales done by the food and beverage and other outlets of a hotel to a particular guest on a particular day.

· The cash and deposit made by the guest on any day and allowances are provided to the guest.

· The total debit balances off in the house or outgoing guest account or bill.

· It provides the detailed information about the individual guest’s account or transactions made with the different outlets or services of the hotel on the daily basis.

NB. The customer bill is normally prepared in duplicate along with visitor tabular ledger. One copy is given to guest on the time of departure and other is retained by the hotel for future reference and records. 
Posting procedures for visitor tabular ledger which must be followed while posting transaction on visitor tabular ledger:
i) Always use capital letters or block letters while writing the name of the guest.

ii) The detailed information like room number, pax, plan, rate etc should be written as soon as the guest registers in a hotel.

iii) Use ink pen or ball point pen to enter the details, do not use a pencil.

iv) Make small but clear figures especially when several items are to be charged to the same room number of the same date.

v) Use dashes where there is no transaction or figures.

vi) All transactions should be entered in the respective debit and credit columns as per the bill sent by the outlet.

vii) Cash advances or deposits made by the guest are written in the guest account under cash deposit column.
viii) If a guest is to be charged for any service, write the amount on the debit side of customer account in front of the respective item.

ix) If the guest makes payment write in the credit side of cash deposit column or if they do not settle their bill during check out, write it in the city ledger. Generally, these types of the guests are company or travel agents or they can also be skippers.

x) If the guest amount is paid by another party, the amount is written under the transfer column, which includes debit and credit.

xi) Calculate the sub- total from all charges under the individual after adding the tax and VAT
xii) Calculate the grand total after adding or deducting discounts or balance brought forward in the daily total.

Advantages of a Visitors’ Tabular Ledger
· It is an easy system to understand
· The ledger is economical because it is prepared in ruled sheets thereby costing less money
· The chances of making mistakes are minimized since vouchers are posted directly
· Different heads columns are totaled horizontally thereby making it easy to know the sales of various departments
· In case of any controversy, cross checking can be done through the vouchers
· All columns are totaled both horizontally and vertically which helps in cross checking the total and incase of any errors, these can be rectified instantly by the cashier.
Disadvantages

· Difficult to handle when it becomes big in size
· Since it is in loose paper form, it gets torn very fast thereby becoming hard to store for a longer period

· There are chances of wrong postings since the columns are very small. E.g. the cashier might enter one room’s entry to another room by mistake and this mistake cannot be rectified by cross totaling.
The vertical tabular ledger
The vertical tabular ledger has the room numbers across the top of the form with charges down the left hand side of the form.
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The horizontal tabular ledger
The horizontal tabular ledger has room numbers down the left side and the charges across the top of the form.
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b) Electro-mechanical or electronic billing machines
The billing machine operates like the tabular ledger but it stores the various charges in registers (memories). The guest bill remains much the same but the tab itself is replaced by a “summary sheet” which simply shows the totals for the various types of charges and allowances.

Advantages
· All bill entries are simultaneously recorded in the machines memory and all additions and subtractions are handled automatically
· Bills are printed rather than hand-written therefore making them more legible
· Charge vouchers are machine-cancelled automatically thereby cutting down the risk of vouchers being posted twice (or not posted at all).
· Control is easier since the bill and ledger totals are always in agreement.
Disadvantages

· Requires skilled labour

· In case of no power, work gets to a standstill

· Expensive to acquire

· In case of breakdown, work comes to a standstill
c) Computerized billing systems
These are more advanced in terms of speed and efficiency. They offer all the advantages of billing machines with a number of additional ones such as:
· The computer stores all the transactions of the guest throughout the guest’s entire stay

· Reductions in the number of vouchers since it is possible to connect the central computer to any number of point of sale (POS) terminals so that charges are “inputted” directly by the departments

· Easier to access bills. Guests can see their bills anywhere and at any time, as long as they have access to a TV screen.

· The computerized bill can show the precise times at which various charges were incurred. This helps to reduce disputes.

· They offer greater accuracy.
Disadvantages

· Expensive to use and maintain
· Dependent on power
· Require skilled labour
· More complex than the two systems
DISPUTED BILLS, DISCOUNTS AND REFUNDS
Disputed bills happen when the guest refuses to pay the bill.

Reasons:

· Guest has been overcharged

· Guest received poor services

· If the guest is inconvenienced by the staff or another noisy guest

Solution

If this happens, request the guest to wait while the issue is being investigated. If the dispute is as a result of simple cash like shs.1000, the receptionist/cashier may treat it as a discount or an allowance. 

Disputes that arise from inconveniences could be handled by say the hotel making a reduction of the guest’s bill. Approval should often be sought for such reductions and the guest should be requested to sign the adjustment or allowance slip which is then attached to the hotel’s copy of the final bill.

Refunds should be done if the guest deposited more money than they have used. The guest should be given the balance and this should be indicated on the refunds voucher.

Discounts should be indicated on the guest’s bill and also in the discounts voucher.

End of Shift Procedures

At the end of the shift, the cashier should;

· Compile a report of what transpired during the day e.g. the cash received, receipt disbursements on behalf of the guest etc.

· Sort out the cheques, cash (including coins), foreign currency etc. and establish how much each is.

· Put the money in an envelope indicating the profits and the losses if any. If the money is balancing, the cashier should then hand it over to the supervisor before leaving the shift.
