HOSPITALITY CAREER ACADEMY

LESSON 10 - DOWNLOADABLE HANDOUT

Digital Channel Complaints: Reviews,
WhatsApp, Email and Telephone

Guest Complaint Recovery — Professional

Key learning points

Lesson 10: Digital Channel Complaints: Reviews, WhatsApp, Email and Telephone

Apply the key standards, decisions and workplace procedures in digital channel complaints: reviews,
whatsapp, email and telephone.

Recognise the correct professional standard.
Use a clear workplace process.

Respond confidently in realistic hotel situations.
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/guest-complaint-recovery/?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



HOSPITALITY CAREER ACADEMY

10 Gl * Jopiild Ll pwpadl paslo

<ilple Myl Uluiilgg Wik 0ll tau09 Jl WLigisll
SolSw

wsipodl Sl — wuall Loy dsleiwl

A LVl pleidl blai
ilply 2u,dls Llulgg wle>loll 1auwd JI wigisll SqlSiw 110 Gw,all
wilplly 1l lusleg Wlamluell 1au08,)l Wlgisll SelSis g ss0 59 dmwluwll Josll Wlely2ls wllally smleall sk
2uall supodl jLeoll (| W il
au8ly 4,859 Wlgo (9 Asl Iyl

agle Sy & pwl oSl cde> amdyll wlgiall
JoJl UlSo W\ (gl

oo bog aiizsl Sl Hlyslly aiex>l) bo Ugs o5« s2Bly Lsloc Wigo 89 L, Ml Aosld paiwl

JloSW asypuw as>lro

aewlwVl bladl cesl,
A>lg @890 (59 8,lpoll v

oyaol) Vigw o

oY ue HCA auouslST Gwys zusl
https://hca-pro.com/academy/courses/guest-complaint-recovery/?lang=en

aaiseell adzoll dgal lllniog guas! laslsis sasisell dilise wlelly bl HCA Gus gl Jass 6,5l pazle lis

JolSJl Sgixoll (sle Jgazl) aug,uSIVI 6,901 g1, * pw)al) (s pazld



