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Policy: If a customer is unhappy, we must show our genuine regret and take all possible action for
satisfaction. Customers will appreciate the fact that the cause of their dissatisfaction has been professionally
handled.
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Goals: Ensure all guests are dealt with in an appropriate manner.
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StepsH:
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*  Smiles and address guest by the name, listen without interrupting, responding to what the guest is
saying and feeling, all are critical to resolving the situation well. “Put Yourself In the Guest’s Shoe”
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Handling complaints can be one of the most difficult aspects of managing a hotel. If done properly, it can
also be one of the most rewarding aspects for both parties concerned. Quite often, it is the guest who
has had a problem who will most remember the hotel and the help extended to them. Handling the
situation well can create a loyal guest.
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All guest complaints shall be handled and rectified immediately whenever possible.
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Guest complaints shall not be treated lightly. The matter is obviously of great importance to the guest.
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Listen attentively and attempt to establish the facts without acting defensively.
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Remain friendly, courteous, and calm. They shall display attitude of empathy and concern and
acknowledge the guest’s inconveniences.
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Who handle the complaint must take ownership of the complaints and follow through accordingly.
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If matters require higher authorization, must not hesitate to seek approval and resolve the complaint.
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If follow-up action is required, it must be resolved within 24 hours.
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Make every effort to ensure that the problem is satisfactorily resolved.
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Call the guest to ensure their problem has been resolved and will not happen again while they are at the
Resort.
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ProcedurefZ/F:
*  Ask the guest the nature of the problem
LIEE-YN g/ e i
Take notes and record the complaint (Guest Comment Form, Log book, etc.)
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Empathize with the situation and guests needs.
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If necessary, ask other associates for information. Determine all the facts: what really happened, the
current situation and what is at stake. If there are multiple issues, separate them. If the situation has
occurred before, determine how it was resolved at that time.
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Ask the guest how they think the situation can be resolved (if it is not obvious)
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Determine what solution to offer the guest.
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Communicate clearly to the guest the action to be taken and when it will happen.
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Determine the guest’s satisfaction with the proposed solution and if necessary, adjust or negotiate the
offer.
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TAKE ACTION. Follow-up to ensure that the agreed upon actions have been completed and that the
guest is satisfied with the results.
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Determine if any other action needs to be taken to prevent future occurrences of this nature.
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Essential elements include < 5 2 40 45:

Communication - It is necessary to communicate clearly to the guest “What Will Be Done” to resolve their
complaint and “When It Will Be Done”. The Sales personnel shall ensure that the guest understands and is
satisfied with the process. If it is necessary to investigate further, this shall also be conveyed to the guest.
Ultimately, the guest must be fully satisfied with the hotel’s solution.
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Follow-up Major Complaints with a call or letter - When a verbal guest complaint appears to have been
resolved, a further benefit can be gained by following-up with a call to the guest. This is particularly useful if
the concern was a mechanical or supply problem. A Follow-up letter to the guest, in some instances can
further impress on them that the situation they encountered was an isolated incident and not the normal
level of service.
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Follow Through - If a problem has occurred, it is critical to follow through on what has been committed to
the guest. One error may be forgiven but failing to follow through on a commitment is inexcusable. If the
guest has advised the hotel that there is a problem with the room, contact them after the problem has been
corrected. The call will undoubtedly help to turn the opportunity into a positive experience and may
uncover still unresolved concerns.

BEAZNG - 16550k 2 NHIPURERBE B o 1k o B/RBORS IR AT DLERAR, (R @M R AR B ist. s A
BRI D5 R R R, () R R 5 T G 5 AN o IXFE I PG AN BE A 2 A B R A EN G, T HLRE
THERE N AT AT SRAFAE AL RE

The end result of a successful verbal complaint program will ensure— &I IR R T L2
Guest complaints are resolved as soon as possible
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Guest complaints are noted on a Guest Comment Form, log book or other media and are brought up to
the management attention.
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Who receives received the complaint owns the complaint.
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Who solves problems, resolves complaints and pleases customers shall be recognized and rewarded.
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Management to determine if changes need to be made to improve the operation reviews all major guest
complaints daily.
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