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Secrets of Successful Guest Complaint Handling in Hotel & Restaurant

& PREFACE
&ecrﬁts of Successful Guest Complaint Handling in Hot

R ’u‘ant, 1st edition is the exclusive training man

hospi chool.com.
Guest complai inevitable. It is e every
guest happy and ied. In hotel i ile Servicing the

guest, problems or tentionally or

unintentionally which oft the guests dissatisfied about

ber of complaints can be
\¢

the service of the hotel. Bu

minimized by taking som

@ve all our sec’@ips and tricks for
t1 U

arrangement.

In this manu
better and e est complaint handling@ theoretical

discussi e studies analysis - we have co derything

tha‘@l ne®d to handle any complaint or criticisne})ur
e ‘Q

DOW®ad this training manual with utmost attention and start deal %

with guest complaint with more positive energy and confidence.



mouth. Second, complaints show management where the hotels

roblems are, so the operation can be improved.

~§

Improved . siness
ies f%‘ovement
in the Welfare otels?
tc aints are awful for your y? Try to

Don’t you feel it is helpful for you d out

roperty and a chance to resolve that? 0]'
s the feedback from your guest by handling which

Fig: Complalns rtu

How Guest Complal
Why do you feel g
think in diffi

<<

rove your hotel or restaurant on the other hand ignoring such o

weakne

logi

will result serious loss in future.
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Unit-2: Principles of Handling Complaints

&

while ing any complaints raised by guests. These are some L

dling complaints is such an art which needs to be adopted by all

rs. There are some basic principles you need to know and us

rules for thJccessful handling of complaints. If you ignore g

any of these, @le complaint can turn to be a huge issyg
all basic but mos

complaints.

Guest comes
to you with
a complaint

\ 4
tup Q
sing Polite Language o
Proper Listening %
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Unit-4: 50 Popular Incidents that Make Your
o Guest Unha at Restaurant

dwide there are 50 top incidents that trigger guests to become

ap?ith your service provided in restaurant. If you are an F &
Manag ﬁsupervisor then you should use this list as a checklig

train your %be careful with these incidents and try to avo
50 Incidents belfind t's Unhappiness are:

Ses
1.  When ashtrays Olore than 2 butts em.

2. Whensalads are atr mperature.

3.  When water glasses are no tically refilled.

4.  When hotel food and bevera ’d on cold plates or in old

&

d when col is not cold.

S more than 5 %before being

put on hold for more than 30 second :
s or glasses are chipped. /

L 4
er on tables is spotted or tarnished. oo

en glasses are streaked. (Hold them up to the light and you %

will see).

cups.
5. When hot fogis naQ

6. When the R

answered.

7. Whenag

Whe

ecrets of Successful Guest Complaint Handling in
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5: Improper Service Quality of F & B Department:

Following are some of the common reasons that often be responsible

Qiuest complaint:

xeasons How to solve

The ?e has clea_lred Get the table ready before next ar

and re .
guest’s d and previous departure.

Immediately approach to the
the guest is being seated ng
much are you bus i

The waiter
acknowledge the
did not come to the
for taking order.

inform guest  the
preparation time of meal
the kitchen to get update
from the guest for

Too long waiting for food
to be delivered.

at the guest is
down the order
at the order

The waiter did

to the table ake follow up and updat ile the

: guest is taking food. Always eye
contact with the guest.

ot ask for | Offer to replenish since it is consider:

as poor quality of service. o
customer | Instantly remove the food and replace o

' of cold | with fresh vegetable or properly cooked
or under | food. %
cooked food.
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Unit-7: Value of Dissatisfied Guest

rom a survey, run on some well-established hotels in America,
rding hotel guest complaints, following key points have been found:
JSO

?ehind Guest’s Dissatisfactin:

68% . lost guests do not return because of poor service W)
the stafis
32% do né. retesn because of death, relocation, ¢ npet. »n

and poor proé’ .cs:nd facilities. I
Percentage of Lost Guests:@ ‘

= Less than 5% dissatisfied g: a=i. peak out which means
95% of them remain silent a. + =20 dissatisfied guests
you can only know abouc¢
Half of those 95% si'wnat disc fiea gu st do not return.
They didn’t speak’ «(nd" .nat’s why tiw .. »nroblem remain
unsolved.
Majority of, gi sts = . this 95% group <.nre their
dissatisfact. 1 wi_ their friends and others «adfamong
them 12% tc. 5% just come to know the matter and< .e=p it
among u.. = ’es but the worst thing happens when">t' er
58 .0 9% of uis friends and relatives share that story wi h
¢ otM_r 79 person.
[r.. oasr ality industry 1-11-5 rule is practiced which
suggests that 1 unhappy guest will share his dissatisfaction

vith at least 11 person and each of those 11 person will
«gain share the story with 5 more. %

Secrets of Successful Guest Complaint Handling in
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Methods

wopriate words can hurt or incite anger in another. However, it i
not th&c powerful form of communication. According to the e
the breakd@ is as follows:

s Unit-11: Basic Guest Complaint Handling

sic methods to be followed by every hotelier spe
co t handling staffs to handle guest complaints in a
nd professional way so that in spite of having complaints, %

uests will not be dissatisfied with the service procedures of the hotel.
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Unit-12: Step by Step Guest Complaint
06 Handling (SOP)

When st with a complaint or request approaches you, follo

basic steps@/[aking It Right:

= Listen: LI intently making mental notes, with

language- put rious face, nod yo

solution - that’s the

approach to use. Try @i
you are unab‘o d supervisor or
= Follow Thro roblem has been

is satisfied. Even if the pr is being
e else, you were the one who the pr@m was
follow through accordingly. Take p ’

ty of the issue. o

e guesSt, who is complaining, should be informed of the action(s) %

being taken every step of the way. If you are unaware of what to do,

clearest solution. If

ager.

d, go back to
the guest to
solved

br to-
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while Handling Guest Complaint

wle problems or complaints
o } e not enough towels in my room.
e Thes

s Unit-21: Relevant Expressions Used

eaking in the bathroom.

e This trea isp't working properly.
e Howdid myc so dirty?

e [seem to have mis my tennis rac

e Has one been turned i

\g

e [ specifically requested an f w, but the room I was given
has a view of the pool.

e This soup is not warm en

\J
e This fish tastes like s ‘ &
e Why is our ot‘r ta 18g? ‘@
e We have no C table. o ’

s or complaints:

t right away ma’am. :/

= I
L : . 4
11 he situation immediately, sir. o
= so sorry sir; that should never have happened. o :

I'll'take care of that right away sir.

Responses t

» ['ll see to it immediately.
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