
1️⃣ SOP Title
Complaint Handling – Bar SOP – Structured Service Recovery & Guest Satisfaction Procedure
2️⃣ Department
Bar & Beverage
(Co-ordination: Kitchen, Stewarding, Front Office, Management)

3️⃣ Purpose
To establish a structured complaint handling process to ensure:
· Quick and professional response
· Effective service recovery
· Prevention of escalation
· Guest satisfaction restoration
· Proper documentation and follow-up
Every complaint is an opportunity to improve service.

4️⃣ Scope
Applicable to:
· Drink quality complaints
· Delay in service
· Billing disputes
· Behavior of staff
· Cleanliness concerns
· Seating issues
· Noise or environment complaints
Applies to:
· Bartenders
· Service Staff
· Supervisors
· F&B Manager

5️⃣ Responsibility
	Position
	Responsibility

	Staff Member
	Receive and acknowledge complaint

	Supervisor
	Investigate and resolve

	F&B Manager
	Handle serious or repeated complaints

	Management
	Review major incidents



6️⃣ Step-by-Step Procedure

PART A – IMMEDIATE ACKNOWLEDGMENT

A. Listen Actively
1. Stop other activity briefly.
2. Maintain eye contact.
3. Listen without interrupting.
4. Show empathy and understanding.
5. Thank guest for bringing issue forward.
Example:
“Thank you for letting us know. I’m sorry for the inconvenience.”

PART B – APOLOGIZE PROFESSIONALLY

B. Take Ownership
1. Apologize sincerely.
2. Avoid blaming staff or system.
3. Do not argue.
4. Stay calm and respectful.

PART C – CLARIFY THE ISSUE

C. Understand Root Cause
1. Ask clear, simple questions.
2. Confirm details of complaint.
3. Identify if issue is service, product, or billing related.
4. Inform supervisor if required.

PART D – TAKE IMMEDIATE ACTION

D. Quick Resolution
1. Replace incorrect drink immediately.
2. Correct billing error in POS.
3. Improve seating comfort if possible.
4. Inform kitchen/bar team if preparation issue.
5. Prioritize fast corrective action.

PART E – ESCALATION (IF REQUIRED)

E. Supervisor Involvement
1. Call supervisor for serious complaints.
2. Supervisor to personally speak to guest.
3. Offer suitable compensation if approved.
4. Avoid excessive compensation beyond policy.

PART F – SERVICE RECOVERY OPTIONS

F. Approved Recovery
1. Replace drink.
2. Offer complimentary non-premium item (with approval).
3. Provide discount within authorization limit.
4. Apology from supervisor.
All recovery actions must follow policy.

PART G – MONITOR AFTER RESOLUTION

G. Follow-Up
1. Check back within reasonable time.
2. Confirm guest satisfaction.
3. Ensure no further dissatisfaction.
4. Maintain attentive service.

PART H – DOCUMENTATION

H. Record Keeping
1. Record complaint details in log.
2. Mention action taken.
3. Record approving authority (if compensation given).
4. Submit report for serious complaints.

PART I – PATTERN ANALYSIS

I. Repeated Issues
1. Review complaint trends weekly.
2. Identify recurring service gaps.
3. Implement corrective training.
4. Improve process where needed.

PART J – MAJOR INCIDENT HANDLING

J. High-Impact Complaint
1. Inform F&B Manager immediately.
2. Document thoroughly.
3. Avoid public confrontation.
4. Follow company crisis management procedure if required.

7️⃣ Do’s and Don’ts
Do’s
✔ Listen calmly
✔ Apologize sincerely
✔ Act quickly
✔ Involve supervisor when needed
✔ Document complaint
Don’ts
✘ Don’t argue with guest
✘ Don’t blame others
✘ Don’t delay resolution
✘ Don’t offer unauthorized compensation
✘ Don’t ignore follow-up

8️⃣ Service Recovery Standards
· Immediate acknowledgment
· Resolution within reasonable time
· Supervisor involvement for serious cases
· Compensation within authorized limits
· Proper documentation maintained

9️⃣ Escalation Matrix
	Situation
	Escalate To

	Minor drink issue
	Supervisor

	Billing dispute
	Supervisor

	Staff behavior complaint
	F&B Manager

	Aggressive complaint
	Security

	Repeated serious issue
	Management



🔟 Documentation / Records Required
· Complaint Log Register
· Compensation Authorization Form
· POS Adjustment Record (if applicable)
· Incident Report (if serious)
· Supervisor Review Sheet

1️⃣1️⃣ Common Mistakes to Avoid
· Ignoring guest complaint
· Defensive attitude
· Delayed action
· Offering unauthorized compensation
· Poor documentation
· Not following up after resolution


