
Guest Complaint Handling
By Checklister

Listen Actively to the Guest  Create a calm environment where the guest feels heard and 
valued. Do not interrupt or become defensive, regardless of the complaint's nature.

- Position yourself at eye level with the guest and maintain open body language
- Give your full attention without distractions; put away phones or devices
- Allow the guest to fully express their concern without interruption
- Use affirmative phrases such as "I understand," "I see," or "Thank you for bringing this to my 
attention"
- Take detailed notes including the guest's name, room number, nature of complaint, and specific 
details
- Avoid arguing or defending the hotel; focus on understanding their perspective

Clarify and Gather Complete Information  Ask clarifying questions to fully understand 
the issue and its impact on the guest's experience.

- Use open-ended questions such as "Can you tell me what happened?" or "When did this occur?"
- Ask specific follow-up questions: "Is this the first time this has happened?" or "How has this affected 
your stay?"
- Determine the severity of the complaint (minor inconvenience vs. serious service failure)
- Note any special circumstances or background information (e.g., the guest has complained before, 
or they are a loyalty member)
- Verify all details are recorded accurately in your notes before proceeding

Apologize and Show Empathy  Offer a sincere apology regardless of who is at fault. 
Acknowledge the guest's feelings and the impact on their experience.

- Use phrases such as "I'm truly sorry for the inconvenience" or "I understand how frustrating this 
must be"
- Avoid making excuses or blaming other staff members or departments
- Acknowledge the specific complaint, not just a generic apology (e.g., "I'm sorry your room was not 
clean to your expectations")
- Show empathy by putting yourself in the guest's situation; express that you would feel the same 
way
- Maintain a calm, professional tone and sincere facial expression

Assess Severity and Determine Initial Response  Evaluate whether you can resolve 
the issue immediately or if escalation to management is needed.

- Categorize the complaint as **minor** (e.g., missing amenity, temperature adjustment) or **seri-
ous** (e.g., safety concern, repeated service failure, billing error)
- Determine if the issue requires immediate action or can wait (e.g., a safety concern requires 
immediate attention)
- Assess your authority and the hotel's policies to resolve the complaint within your scope
- If uncertain, inform the guest that you will involve a supervisor or manager to ensure the best 
resolution
- Do not make promises or commitments that exceed your authority; always confirm with manage-
ment first
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Offer a Solution or Alternative  Work with the guest to identify a resolution that addresses 
their concern and restores satisfaction. Present specific options rather than vague solutions.

- For room-related complaints: offer a room change, upgrade, or additional amenities
- For service complaints: offer compensation such as a discount, complimentary item, or service 
recovery
- For billing errors: identify the error in the **PMS**, correct it immediately, and apologize for the 
mistake
- For food or beverage complaints: offer a replacement, discount, or complimentary item
- Explain how each option will resolve their complaint
- Be flexible and creative; consider the guest's preferences and the nature of the complaint
- Document the proposed solution in your notes before presenting to the guest

Confirm Guest Agreement and Implement Resolution  Ensure the guest agrees 
with the proposed solution and implement it promptly.

- Ask the guest directly: "Does this solution address your concern?" or "Are you satisfied with this 
approach?"
- If the guest is not satisfied, ask what would make the situation right and propose an alternative
- Do not settle for a partial resolution; aim for complete satisfaction
- Take immediate action to implement the solution (e.g., arrange a room change, process a refund, 
contact housekeeping)
- Inform the guest of the timeline for resolution (e.g., "Your room change will be ready in 15 minutes" 
or "I will credit your account today")
- Assign clear responsibility for follow-through to prevent delays

Document the Complaint and Resolution  Record all complaint details in the system 
for tracking, analysis, and prevention of future issues.

- Enter the guest's full name, room number, and check-in/check-out dates in the **PMS complaint 
log**
- Document the nature of the complaint with specific details (not just "guest unhappy")
- Record the date and time the complaint was received
- Note the staff member who received the complaint and the resolution offered
- Document the final outcome: what solution was provided, any compensation offered (e.g., $50 
discount, room upgrade), and whether the guest was satisfied
- Flag the complaint as **Resolved**, **Escalated**, or **Pending** based on its status
- For serious complaints, mark for management review; for safety issues, escalate immediately to 
the general manager
- Ensure all information is accurate and legible for future reference and pattern analysis

Follow Up with Guest Before Checkout  Confirm that the resolution was satisfactory 
and address any remaining concerns before the guest leaves.

- Contact the guest within 1–2 hours of resolution (for in-stay complaints) or the next morning (for 
overnight issues)
- Ask directly: "I wanted to check in to ensure the solution worked for you" or "Is there anything else 
we can help with?"
- If a room change was offered, confirm the new room is satisfactory and all amenities are working
- If a service was provided, verify it met expectations
- If the guest is still not satisfied, escalate to a manager or offer an additional remedy
- Document the follow-up conversation and guest feedback in the **PMS complaint log**
- Thank the guest for their patience and for bringing the issue to your attention
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Escalate to Management if Required  For serious, complex, or recurring complaints, 
involve a supervisor or manager to ensure proper resolution and authority-level decision-making.

- Identify complaints that require management intervention: safety concerns, repeated issues, guest 
dissatisfaction with initial resolution, or requests outside staff authority
- Provide the manager with complete information: guest name, room number, complaint details, 
severity, and any actions taken so far
- Brief the manager on the guest's emotional state and any special circumstances
- Allow the manager to take the lead in direct communication with the guest
- Ensure the manager reiterates the apology and offers an appropriate solution (e.g., upgrade, 
discount, refund) within their authority
- Document the manager's involvement and the final resolution in the **PMS complaint log**
- Remain available to assist with implementation

Post-Stay Follow-Up Communication  After the guest has checked out, send a follow-up 
message to reinforce satisfaction and gather feedback for continuous improvement.

- Send an email or post-stay survey within 24 hours of checkout if a complaint was logged
- Acknowledge the complaint and the steps taken to resolve it
- Offer a gesture of goodwill if appropriate (e.g., "We'd like to offer you a discount code for your next 
stay as an apology")
- Ask for feedback: "We hope the resolution met your expectations. Please let us know if you have 
any additional feedback"
- Provide contact information for further concerns or escalation
- Use the response to gauge overall satisfaction and identify areas for improvement
- Document the guest's post-stay feedback in the **PMS** for trend analysis

Review and Analyze Complaint Patterns  Regularly review complaint data to identify 
recurring issues and implement preventive measures across the team.

- Schedule weekly or monthly complaint review meetings with the front office team and management
- Analyze complaint logs to identify patterns (e.g., recurring room issues, service delays, specific 
staff involvement)
- Categorize complaints by type: room-related, service-related, billing, housekeeping, maintenance, 
etc.
- Identify the most common complaints and their root causes
- Determine which complaints are preventable (e.g., training gap, system error) and which are 
external (e.g., noisy neighbors)
- Document trends and present findings to the relevant department heads
- Develop action plans to address root causes and prevent future complaints
- Share learnings with staff to build awareness and improve service quality
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