SERVICE RECOVERY
Employee Workshop
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AgendaBH7E

e The importance of Service Recovery
“RSS AR B E A

e What is Service Recovery
“IRSTANRC B E X

e Benefits of Effective Service Recovery
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e Service Recovery Components: I-LEAD
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e Demonstration
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Moments of Truth ESCHJ %]

Negative Scenario Video



Service Recovery — (n.) An oppotunity
to correct and build loyalty when
something goes wrong during a
guest’s stay
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What is Service Recovery {12, & IRZ4M I

Service Recovery IS:
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v Opportunity
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v Everyone’s job
A AR TAE

v' Taking ownership
HEFTANSD=IR

v" Working as a team
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Service Recovery IS NOT:
e 55 41 A2

X Too expensive

fe oK%
X Assumptions
iz 15 B AR
X  One size fits all
CAANAR N AR [— T )
X Not only about
rebate and compensation
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Benefits of Effective Service Recovery 153 iR 55 4B 23 4k

In three teams please identify benefits of effective service recovery for
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Guests Employees
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Write your ideas on the flipchart and select a spokesperson to present
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I-LEAD

Identify Guest Concern iR 5IF L

Listen FRiEEE T

Empathize KR &3

Apologize sincerely EifE#k
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Deliver a solution




Video




I-ldentify Guest Concern I-1R7ll[E#

|dentify that there is a Service Recovery
opportunity
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v Look for non-verbal clues and indirect
comments
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v Draw out guest’s concern

A Y NOZTE




I-ldentify Guest Concern I-1R7ll[E#

In two teams please brainstorm verbal and non-verbal clues that
the guests might be sending for us to identify the guests’ concern.
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Please put down your ideas on the flipchart and select a presenter.
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10 minutes
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L-Listen L-FRAREUT

Active Listening is a way of listening that
focuses entirely on

what the other person is saying and
confirms understanding of both the
content of the message and the emotions
and feeling underlying the message
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L-Listen L-FRARER T

Listen actively, trying to determine the real issue and the impact on the
guest
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s Let the guest talk

B e 3 1)
» Capture the facts
PF 5L

** Understand how the guest feels
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E- Empathize E-BX[E] 552

Demonstrate the guest that you understand how they feel about the situation:
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 Acknowledge the facts of the situation A\ 2] 1Y) 5K
 Acknowledge the person’s feelings A [F] %% /7 1) i 57
* Show the guest that we are sincere and genuinely want to help them
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67% of guests stop using the hotel because of an attitude of

indifference on the part of an employee
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A — Apologize A —E I iE#KX

Y

Apologize for what happened
NPT R A ) SR E AR
Apologize sincerely
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Use appropriate tone of voice
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Admit an error from your side
TRA N R

Attribute the blame to anyone
A7 PN

Take it personally
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A — Apologize A —E i K

Apologize sincerely B i} H'J 18 3

| am very sorry that your order has been prepared wrongly
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| am very sorry it took you so long to check out

RBRBHEEHFER LGB 555 T A8 AR [H]
I am very sorry that you didn’t get the room you requested
RIBBFE T HRIR A 45 AR B P 1]
| am very sorry that you received the wrong bottle of wine
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I am very sorry that your room service order was delayed

2R B SRk /GRNIDE9b e Al i

38% of all Guest Relations cases are resolved with just a sincere
apology
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D - Deliver A Solution D - [B]J#fi# R

It’s time now to deliver a solution:
Pefitfim i T R

 Take ownership of the situation FRt& 3= 2 AL FHUR

* Offer options/solutions/appropriate compensation F2 L iE ¥t 75 %=/
I/ 2 A ME

* Gain agreement or adjust options $i 15 2% F A [5] Bl AT 1

e Let appropriate team members know the situation il: & i& # []BA
DA R

* Set follow up expectation with the guest F1%¢ N 743 f5 22 iR i3t

« Document the issue/resolution & %
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Unable to Deliver to Guest’s Satisfaction

BRTTRREELENRE

Tell the guest
SR IEYN

* What you will do to address the situation
PREAHAT 2 R A R IXAF L

e  Who you will contact
e 5UERC R

* When the guest can expect to hear from you again
2 RIS AR 2R B 52

* Follow up

R
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Video Scenarios




19



