
GUEST SERVICE DURING SERVICE DISRUPTIONS

ACKNOWLEDGE • EXPLAIN • OFFER • UPDATE • FOLLOW UP

Acknowledge • Apologize • Explain • Offer • Follow up



CARE BEFORE EXPLANATION
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ACKNOWLEDGE IMPACT
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The guest needs attention, clear information, and a practical solution.



ACKNOWLEDGE • EXPLAIN • OFFER
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WHAT INFORMATION TO GIVE
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FACTS — NOT GUESSES
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If the repair time is unknown, say so and give a time for the next update.



COMMON SERVICE DISRUPTIONS
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POWER & WATER

02

AC & LIFT

03

INTERNET & TV

04

SYSTEMS & PAYMENT

Choose an alternative based on the service, guest need, and hotel capability.



DO • AVOID
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KEEP THE GUEST UPDATED
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01FIRST UPDATE

02ESTIMATE

03NEXT UPDATE

04CONFIRM RESTORATION



WHEN TO ESCALATE
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Acknowledge, explain, offer an alternative, and follow through.


