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--- INITIAL COMPLAINT RECEPTION & ACTIVE LISTENING ---
[ ] Time of Complaint Receipt
[ ] Guest Name & Room Number
[ ] Initial Guest Demeanor (Calm/Polite, Frustrated/Annoyed, Angry/Agitated, Urgent/Emergency)
[ ] Summary of Guest's Verbal Complaint
[ ] Staff Member Acknowledgment

--- INFORMATION GATHERING & DOCUMENTATION ---
[ ] Guest Name
[ ] Room Number
[ ] Date of Incident
[ ] Time of Incident
[ ] Detailed Description of Complaint
[ ] Complaint Category (Housekeeping, Maintenance/Facilities, Billing/Financial, Staff Behavior, Noise/Disturbance, Food & Beverage)
[ ] Staff Members Involved (Front Desk Agent, Housekeeping Staff, Bellman/Porter, Maintenance Technician, Security Personnel)
[ ] Supporting Evidence (Photos/Receipts)
[ ] Staff Member Signature

--- IMMEDIATE EMPATHY & APOLOGY PROTOCOL ---
[ ] Standard Empathy Statement Used (Formal Apology (Standard), Empathetic Acknowledgment (Soft approach), Urgent Escalation Apology (High urgency))
[ ] Guest Verbatim
[ ] Service Recovery Gestures Offered (Complimentary Drink/Amenity, Room Upgrade, Discount/Credit applied to Folio, Late Check-out granted, Points/Loyalty Credit)
[ ] Staff Member Acknowledgment

--- PROBLEM ASSESSMENT & CATEGORIZATION ---
[ ] Complaint Category (Housekeeping & Cleanliness, Maintenance & Facilities, Billing & Payment Discrepancy, Staff Conduct & Service Quality, Noise & Privacy Issues, Food & Beverage Service)
[ ] Severity Level
[ ] Date of Incident Discovery
[ ] Time of Incident Discovery
[ ] Detailed Issue Description
[ ] Departments Involved (Front Office, Housekeeping, Maintenance, Food & Beverage, Security)

--- SERVICE RECOVERY & IMMEDIATE RESOLUTION ---
[ ] Immediate Action Taken (Room Upgrade Provided, Compensatory Amenity (Fruit/Wine/etc.), Discount or Refund Applied, Maintenance/Housekeeping Dispatched, Meal Voucher Issued)
[ ] Details of Compensation Offered
[ ] Departments Notified for Resolution (Housekeeping, Maintenance/Engineering, Food & Beverage, Front Office Management, Security)
[ ] Total Value of Compensation (USD)
[ ] Staff Member Authorization

--- ESCALATION & MANAGEMENT NOTIFICATION ---
[ ] Escalation Level (Front Desk Supervisor, Duty Manager, General Manager, Security/Safety Department, Maintenance Manager)
[ ] Reason for Escalation
[ ] Escalation Date
[ ] Time of Escalation
[ ] Escalation Summary
[ ] Manager Acknowledgment Signature

--- FOLLOW-UP & GUEST SATISFACTION VERIFICATION ---
[ ] Follow-up Date
[ ] Guest Satisfaction Status (Resolved - Satisfied, Resolved - Partially Satisfied, Unresolved - Requires Escalation)
[ ] Guest Feedback Summary
[ ] Additional Follow-up Notes
[ ] Staff Verification

--- INCIDENT LOGGING & POST-STAY REPORTING ---
[ ] Date of Incident
[ ] Time of Incident
[ ] Incident Severity Level (Low, Medium, High, Critical)
[ ] Staff Member Name
[ ] Detailed Incident Summary
[ ] Departments Involved (Housekeeping, Front Office, Maintenance, Food & Beverage, Security)
[ ] Supporting Evidence (Photos/Receipts)
[ ] Manager Review Signature

--- INTERNAL ROOT CAUSE ANALYSIS & PREVENTION ---
[ ] Primary Department Responsible (Housekeeping, Maintenance/Engineering, Food & Beverage, Front Office, Security, Other)
[ ] Root Cause Description
[ ] Preventative Measures Implemented (Staff Retraining, Equipment Repair/Replacement, Updated SOP (Standard Operating Procedure), Inventory Restock, Increased Supervision)
[ ] Date of Corrective Action Completion
[ ] Manager Approval Signature

--- END OF TEMPLATE ---
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