COMPLAINTS HANDLING

FOR POSITIVE OUTCOME’
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a crisis is an individual's reaction to an event, situation, or stressor.

* 5 1 - BE R FIEL R R/ 2 '

A time of intense difficulty/dangerous,

The Chinese word for crisis presents a good
depiction of the components of a crisis. * &
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This landmark-hetel opened in == - -
1889 and is still considered to
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63 rooms and suites, —
with Art Deco touches throughout
their interiors, are elegantly
appointed yet offer an extensive
“array of modern amenities.




141 — 263/ 342 - 517



DOYLY::

=
" f
e

| OveeiCoipany|
Hotel Business is
Show Business




What Is a
Complaint?

Complaints(# )7 = BA L& &

1) Statement of dissatisfaction (7 & =32 d F=37),
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Kemmons Wilson initially came up with the
idea after a family road trip to Washionton DC,
during which he was disappointed by the
guality and consistency provided by the
roadside motels of the time.

Holiday Inn's corporate headquarters was in a
converted plumbing shed owned by Mr.
Johnson in 1953 when the company built its
first four hotels, one covering each approach
to Memphis.
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The World First Motel 1925

Architect Arthur Heineman
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The Pink Flamingo Hotel & Casino

The Pink Flamingo Hotel & Casino, at a total cost of $6 million on December 26, 1946



http://upload.wikimedia.org/wikipedia/commons/1/14/Flamingo_Hotel_Las_Vegas.jpg
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http://upload.wikimedia.org/wikipedia/commons/3/33/Edward_vii_england.jpg
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Marketing Leadership in Hospitality (1989)
-Robert C. Lewis PH.D / Richard E. Chambers MBA

Hospitality Marketing Opportunities
Always Begin with
Customer’s Problem
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Leftovers & Banquet Theory
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A qirl's leftovers could be another’s banquet
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Customer’s Problem
arose in one Hotel,
could be another
hotel’s Opportunities
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Love Hotels
Since 1950

HOTELS

An inside look at Japan’'s sexual playgrounds

Ed Jacob




The Benjamin Guarantees a Good Night's
Sleep or You Get a Free Stay




COMPLAINTS HANDLING FOR
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THE CUSTOMER IS NEVER WRONG

In 1908 César Ritz (1850-1918), the celebrated French hotelier is credited
with saying 'Le client n'a jamais tort' - "'The customer is never wrong'. That's
not the phrase that people now remember, but it can hardly be said to be
any different in meaning to 'the customer is always right'.

“The customer is
always right” was
originally coined by
Harry Gordon
Selfridge, the founder
of Selfridge's
department store in
London in 1909

1908 César Ritz 1909 Harry Gordon Selfridge
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The customer is always right” didn’t hold sway at Continental.
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Just because you
buy a ticket does
not give you the
right to abuse
our employees
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WHY PO YOUR

Bad Atitude Yo didn't dowhat you
CUSTOMERS ER £ pramised & # g
COMPLAIN -
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Your product did't do what | NotWilling To Seek a Mot Willing To Admit &

IiU's supposed to do.”
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Sive custamers awoice

Thanlk custarm ers for their
feedback
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Listen carefully to the problem
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Agree with the truth in the
complaint =
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Stick to the facts when
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hMake solutions (action plan)
simple far both yaur com pary
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Explain your action plan to
the customer
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Implement your action plan
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IT applicable, report back to
the customer on the
progress of the action plan
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Feport back o your
sUperdsor on the outcom e
of the action plan

iy b 5k IF R T B S

Learn from the feedback

and prevent a repeat
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