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1. Purpose

This procedure ensures every guest complaint is handled quickly, fairly and consistently, and turns each complaint into an
opportunity to strengthen guest loyalty.

2. Scope

This procedure applies to all staff in front office, housekeeping, food & beverage and reservations, and to all shift
supervisors.

3. Procedure

« Listen: let the guest finish, thank them, and confirm you understand.
« Log: record the complaint in the incident log the same shift, with date, room number and details.
« Resolve: the shift supervisor proposes a solution to the guest within 30 minutes.

« Follow up: the team that received the complaint checks the guest's satisfaction within 24 hours.

4. Escalation Matrix

Unresolved complaints, or those valued above AED 500, go to the Assistant General Manager; safety or health incidents go
directly to the General Manager.

5. Records

All complaint records are kept for 12 months and reviewed monthly for recurring issues.

6. Roles & Responsibilities

Front desk agents own first contact and logging; shift supervisors own resolution and sign-off; the Guest Relations Manager
owns trend analysis and staff coaching based on recurring complaint themes.

7. Compensation Guidelines

Service recovery gestures (room upgrade, late check-out, dining credit) up to AED 200 may be offered at the supervisor's
discretion without further approval; anything beyond that requires Assistant General Manager sign-off.

8. Review & Continuous Improvement

The Guest Relations Manager presents a monthly complaint-trend summary at the department heads meeting, and any
process change triggered by that review is documented and retrained within two weeks.
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