Standard Operating Procedure (SOP)
Handling Difficult Guests and Complaint Resolution

This SOP details the process for handling difficult guests and complaint resolution, including identifying and
empathizing with guest concerns, active listening techniques, effective communication strategies, conflict de-escalation
methods, and steps for providing timely and satisfactory solutions. It also covers documentation of complaints, follow-
up actions, and continuous improvement practices to enhance customer satisfaction and maintain a positive service
environment.

1. Purpose

To ensure all employees follow a consistent, professional approach when managing difficult guests and resolving
complaints, resulting in enhanced guest satisfaction and a positive service environment.

2. Scope

This SOP applies to all front-line employees and managers who interact with guests and are responsible for handling
complaints and service recovery.

3. Procedure

1. ldentification & Empathy
o Recognize signs of guest dissatisfaction (verbal, non-verbal cues, negative feedback).
o Approach the guest calmly and acknowledge their concerns.
o Show empathy by expressing understanding (e.g., &€cel understand how this must have made you
feel...a€).
2. Active Listening
o Maintain eye contact and open body language.
o Listen without interruption-allow the guest to explain fully.
o Use affirmations to show you are listening (e.g., &€cel see,&€ &€cePlease, go on...4€).
o Paraphrase or summarize the concern to ensure understanding.
3. Effective Communication
o Remain calm and polite, regardless of guest demeanor.
o Use a soft, steady tone. Avoid arguing or becoming defensive.
o Address the guest by name where possible.
o Clearly explain procedures or next steps.
4. Conflict De-escalation
o Maintain composure-do not take comments personally.
o Offer to move the conversation to a private area, if appropriate.
o Apologize sincerely for any inconvenience.
o Seek solutions collaboratively; ask the guest what would resolve the issue for them.
5. Resolution & Service Recovery
o Offer practical and timely solutions within your authority.
o If unable to resolve, promptly escalate to a supervisor or manager.
o Confirm with the guest if the proposed resolution is satisfactory.
o Actimmediately to implement the agreed solution.
6. Documentation
o Record the complaint in the designated log or system, noting:
s Date/time of complaint
Name/contact of guest (if provided)
Nature of complaint
Actions taken
Outcome and follow-up required

7. Follow-up
o Follow up with the guest (if relevant) to ensure continued satisfaction.
o Share complaint data in team meetings/training to identify trends.
8. Continuous Improvement
o Regularly analyze complaint records for process improvements.
o Review and update SOPs as needed.
o Provide staff training on de-escalation and service recovery techniques.



4. Roles & Responsibilities

Role Responsibilities
Front-line Staff Follow SOP steps, log complaints, escalate when necessary.
Supervisors/Managers Handle escalated complaints, support staff, ensure documentation and follow-up.

Quality/Training Team Review complaint data, organize training, coordinate process improvements.

5. References & Related Documents

e Customer Service Policy Manual
e Complaint Log Template
e De-escalation Training Guide

6. Revision History

Version Date Description Author

1.0 2024-06-06 Initial creation Admin
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