
SOP: Guest Complaint Resolution Steps
This SOP describes the guest complaint resolution steps, including initial complaint reception, active listening to
understand the issue, documenting the complaint details, promptly acknowledging the guest's concerns, investigating the
root cause, providing appropriate solutions or compensation, communicating the resolution clearly, following up to ensure
guest satisfaction, and implementing preventive measures to avoid future complaints. The goal is to enhance guest
experience by efficiently addressing and resolving complaints in a professional and timely manner.

Steps for Guest Complaint Resolution

1. Complaint Reception
Receive and acknowledge the guest's complaint respectfully, whether in person, via phone, email, or other
channels.

2. Active Listening
Listen attentively to the guest to fully understand their concerns. Avoid interrupting and show empathy.

3. Document Details
Record all relevant details of the complaint, including date, time, guest information, specific issues raised, and
any supporting evidence or documentation.

4. Acknowledge the Complaint
Promptly acknowledge the guest's discomfort and thank them for bringing the issue to your attention.

5. Investigate the Issue
Assess the complaint to determine the root cause. Consult with relevant departments or staff as necessary.

6. Provide Solutions or Compensation
Offer an appropriate solution or compensation, in line with organizational policy and the nature of the complaint.

7. Communicate the Resolution
Clearly explain the steps taken to resolve the complaint and what the guest can expect. Ensure all communication
is courteous and professional.

8. Follow Up
Contact the guest after the resolution to ensure they are satisfied and thank them for their feedback.

9. Implement Preventive Measures
Analyze the situation and implement changes or training as necessary to prevent similar complaints in the future.

Note: All staff should be trained regularly on this SOP to ensure prompt and professional guest complaint resolution, supporting
the overall guest experience.
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