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Hotel Front Desk Guest Complaint
Management Checklist 2026

Initial Complaint Reception & Active Listening

Steps for acknowledging the guest, maintaining professional body language,
and ensuring the guest feels heard without interruption.

Time of Complaint Receipt

(Enter time... )

Guest Name & Room Number

(Write something... )

Initial Guest Demeanor
(] calm/Polite

(] Frustrated/Annoyed
D Angry/Agitated

(] urgent/Emergency
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Summary of Guest's Verbal Complaint

Write something...

Staff Member Acknowledgment

Information Gathering & Documentation

Essential details to record, including room number, nature of the issue, time of
occurrence, and specific staff members involved.

Guest Name

(Write something... )

Room Number

(Enter a humber... )

Date of Incident

Gnter date... )




Time of Incident

(Enter time... )

Detailed Description of Complaint

Write something...

Complaint Category
D 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)

¢ Upload File



Staff Member Signature

Immediate Empathy & Apology Protocol

Standardized phrasing and-service recovery gestures to de-escalate tension
and demonstrate immediate accountability.

Standard Empathy Statement Used

(] Formal Apology (Standard)

D Empathetic Acknowledgment (Soft approach)
D Urgent Escalation Apology (High urgency)

Guest Verbatim

(Write something... )

Service Recovery Gestures Offered
D Complimentary Drink/Amenity

D Room Upgrade

C] Discount/Credit applied to Folio

(] Late Check-out granted

D Points/Loyalty Credit



Staff Member Acknowledgment

Problem Assessment & Categorization

Classifying the complaint type (e.g., housekeeping, maintenance, billing, or
service) to determine the appropriate level of urgency.

Complaint Category

(] Housekeeping & Cleanliness
(] Maintenance & Facilities

D Billing & Payment Discrepancy
(] staff Conduct & Service Quality
(] Noise & Privacy Issues

(] Food & Beverage Service

Severity Level

CWrite something...

Date of Incident Discovery

(Enter date...

Time of Incident Discovery

Gnter time... )




Detailed Issue Description

Write something...

Departments Involved
(] Front Office

D Housekeeping

(] Maintenance

(] Food & Beverage

(] security

Service Recovery & Immediate Resolution

Actionable steps for real-time fixes, such as room moves, complimentary
amenities, or instant billing adjustments.

Immediate Action Taken

(] Room Upgrade Provided

D Compensatory Amenity (Fruit/Wine/etc.)
(] Discount or Refund Applied

C] Maintenance/Housekeeping Dispatched
(] Meal Voucher Issued

Details of Compensation Offered

(Write something...




Departments Notified for Resolution
(] Housekeeping

C] Maintenance/Engineering

(] Food & Beverage

(] Front Office Management

(] security

Total Value of Compensation (USD)

(Enter a humber... )

Staff Member Authorization

Escalation & Management Notification

Criteria for when to involve the Duty Manager, General Manager, or Security,
and the process for internal communication.

Escalation Level

(] Front Desk Supervisor

(] Duty Manager

D General Manager

D Security/Safety Department
(] Maintenance Manager



Reason for Escalation

(Write something... )

Escalation Date

(Enter date... )

Time of Escalation

(Enter time... )

Escalation Summary

Write something...

Manager Acknowledgment Signature

Follow-Up & Guest Satisfaction Verification

Procedures for contacting the guest after the resolution to ensure the issue is
fully resolved to their satisfaction.



Follow-up Date

(Enter date...

Guest Satisfaction Status
] Resolved - Satisfied
(] Resolved - Partially Satisfied

(] Unresolved - Requires Escalation

Guest Feedback Summary

(Write something...

Additional Follow-up Notes

Write something...

Staff Verification

Incident Logging & Post-Stay Reporting

Instructions for updating the Property Management System (PMS) and
documenting the incident for the end-of-shift report.



Date of Incident

(Enter date...

Time of Incident

(Enter time... )

Incident Severity Level

Staff Member Name

(Write something...

Detailed Incident Summary

Write something...




Departments Involved
(] Housekeeping

(] Front Office

(] Maintenance

(] Food & Beverage

(] security

Supporting Evidence (Photos/Receipts)

> Upload File

Manager Review Signature

Internal Root Cause Analysis & Prevention

Steps for notifying relevant departments (Housekeeping, Engineering, etc.) to
prevent recurrence of the specific issue.

Primary Department Responsible
(] Housekeeping

D Maintenance/Engineering

(] Food & Beverage

(] Front Office

(] security

(] other



Root Cause Description

Write something...

Preventative Measures Implemented

D Staff Retraining

D Equipment Repair/Replacement

D Updated SOP (Standard Operating Procedure)
(] Inventory Restock

[([J Increased Supervision

Date of Corrective Action Completion

GEnter date...

Manager Approval Sighature

C

A Generate Sample Report

)




