HOSPITALITY CAREER ACADEMY

LESSON 01 - DOWNLOADABLE HANDOUT

Why a Complaint Is a Gift

The Art of Guest Complaint Handling

Key learning points
Most unhappy guests never complain — they leave silently, never return, and tell their friends.
A guest who complains is giving you a second chance.

Hospitality research is clear: a guest whose problem was solved quickly becomes more loyal than one who
never had a problem at all.

This is called the service recovery paradox.

Golden rule: the guest is not attacking you personally — they are attacking the problem.
Workplace practice

Use the lesson checklist in one realistic workplace scenario, then record what you checked, decided and
escalated.

Quick completion check

| reviewed the key points

O
O | practised the skill in one scenario
O | recorded one question for my trainer

Open the HCA lesson online
https://hca-pro.com/academy/courses/complaint-handling/?lang=en

Study aid only. Follow the current HCA lesson, your property’s approved SOPs, manufacturer instructions and applicable local authority
requirements.

Lesson study aid - Use the online course for the complete learning experience 1
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