Handling Customer Complaints

One of the most difficult duties for any staff member is handling an upset customer who feels that he or she has been wronged in some way. However, when complaints are handled properly and promptly, a potentially stressful situation can be lessened for all involved. Your actions have an enormous impact on how well the customer complaint gets resolved.
Your goals are two fold here: 
1) make the appropriate adjustment to satisfy the customer on this visit, and 
2) leave a positive impression that you and your bar cares about your customers so that the customer returns again in the future. 
It’s important to not take the complaint personal and let it affect you emotionally. You need to handle the complaint in a professional and thoughtful manner.

People complain for a variety of reasons:

1) the menu item was not satisfactory 

2) the service was not up to expectations 
3) guest feels that should have been treated better

4) customer is having a difficult day or in a bad mood

When a customer complains to you, never do the following:
· Ignore the complaint
· Argue with the customer

· Challenge the customer
· Take the complaint personally
· Make excuses
· Interrupt the customer
· Ignore the complaint
· Interrupt the customer
· Act condescendingly, laugh, smirk, roll your eyes

You never want to infuriate the customer so that other guests hear what is going on.

Instead, follow these steps when handling a customer complaint:

1. Listen attentively and carefully. Not only does this help you understand why the customer is upset, it also makes the customer feel that you are taking their complaint seriously.

2. Repeat the complaint back to the customer. In order to make good on the complaint, you need to be sure that you understand where the problem is.

3. Apologize genuinely and offer to fix the problem. Express sincere regret for the problem, such as “I’m sorry that this mistake was made. I’ll get you another one.” 
4. Offer compensation for the complaint. Let the customer know immediately how you will correct the mistake. For example, “I’ll have the chef make this again for you, the right way. I’d like to offer you a complimentary dessert later as a way of saying we’re sorry.”
5. Thank the customer for the complaint.  Say, “Thank you for bringing this to our attention. We’ll get it fixed from now on.”  
6. Always resolve the problem promptly. Never let a complaint get out of hand or ignored. By addressing it immediately, you allow the customer to get back to enjoying their time at you bar and allow yourself to get back into taking care of your other guests.
7. Always let your manager know about the problem immediately. Inform your manager right away about the problem. Only a manager can authorize any complimentary food or drink.
Always follow these procedures when handling a customer complaint. Done right, your customer will still enjoy their time at your bar and you won’t let it affect the quality of service you provide the rest of your customers.
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