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Purpose.  Gather the property's operating reality before the first clean — so the crew never has to discover the property under check-in pressure. Pre-discovery, interview, walkthrough, and open items feed the Property Knowledge Book.

	1 · PRE-DISCOVERY — GATHER BEFORE THE VISIT


☐   Address, type, size, bed/bath count, occupancy, levels
☐   Listing link / photos
☐   Owner, host, PM, and local emergency contacts
☐   Current cleaner / transition status; first service date; reservations
☐   Known amenities, special surfaces, pools/spas, docks
☐   Current linen model, laundry location, supply responsibility
☐   Access method, parking, gate/HOA rules, service-hour limits
☐   Existing checklists, complaints, reviews, recurring maintenance
☐   Known hazards, cameras, restricted areas, pets, owner-use

	2 · DISCOVERY INTERVIEW — THE GUEST PROMISE


☐   What should a guest notice first when entering?
☐   What are the three details you never want missed?
☐   Which complaints have occurred before?
☐   What do your best reviews mention?
☐   Which amenities influence booking decisions?
☐   What does “guest ready” mean for this property?
☐   Who owns linen, supplies, maintenance, and approvals?

	3 · ON-SITE WALKTHROUGH — OBSERVE, THEN VERIFY


Follow a repeatable route. Verify anything the operation depends on — a code on a form may no longer work; a “fully stocked” closet may hold mixed sizes.
	Verified this visit
	

	Room-by-room notes captured
	

	Photos taken
	



	4 · UNKNOWNS & OPEN ITEMS


Record every unknown with an owner, a due date, and the consequence. “Need Wi-Fi password” is weaker than the version below.
	Open item
	Done
	Owner
	Due & consequence

	
	☐
	
	

	
	☐
	
	

	
	☐
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	Property Discovery & Onboarding Workbook — Worked Example
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How Emily onboarded Lakeview Retreat — what she gathered, asked, verified, and left open.

	1 · PRE-DISCOVERY — GATHER BEFORE THE VISIT


☐   Address, type, size, bed/bath count, occupancy, levels
☐   Listing link / photos
☐   Owner, host, PM, and local emergency contacts
☐   Current cleaner / transition status; first service date; reservations
☐   Known amenities, special surfaces, pools/spas, docks
☐   Current linen model, laundry location, supply responsibility
☐   Access method, parking, gate/HOA rules, service-hour limits
☐   Existing checklists, complaints, reviews, recurring maintenance
☐   Known hazards, cameras, restricted areas, pets, owner-use

	2 · DISCOVERY INTERVIEW — THE GUEST PROMISE


☐   What should a guest notice first when entering?
☐   What are the three details you never want missed?
☐   Which complaints have occurred before?
☐   What do your best reviews mention?
☐   Which amenities influence booking decisions?
☐   What does “guest ready” mean for this property?
☐   Who owns linen, supplies, maintenance, and approvals?

	3 · ON-SITE WALKTHROUGH — OBSERVE, THEN VERIFY


Follow a repeatable route. Verify anything the operation depends on — a code on a form may no longer work; a “fully stocked” closet may hold mixed sizes.
	Verified this visit
	Both lock codes tested; linen counted (short 1 king set); hot-tub mode

	Room-by-room notes captured
	Yes — presentation, products, staging, damage

	Photos taken
	12 reference shots



	4 · UNKNOWNS & OPEN ITEMS


Record every unknown with an owner, a due date, and the consequence. “Need Wi-Fi password” is weaker than the version below.
	Open item
	Done
	Owner
	Due & consequence

	Confirm working guest Wi-Fi name & password
	☐
	Owner
	Tue — first clean not approved until tested

	Replace missing king linen set to reach 3 PAR
	☐
	Emily
	Before first service

	Confirm owner-closet basket restock cadence
	☐
	Owner
	This week
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