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As you have stated in your email, it is very important to ensure that the service levels of the hotel are of high quality standards. This will assist your business in a big way as the customers who will visit the facilities will be impressed by the service offered and thus come back again. The customers are also able to invite some of their friends to visit the hotels due to the quality of service that they got. In order to achieve this, it is important that the hotel acts on the various complaints that may be raised by the customers. Customers feedback is a critical part of the business as in informs the level of happiness that the customers may have after visiting the facilities.it is important to maintain a high efficiency level of customer feedback at all times which will ensure that the customers' concerns or issues are addressed promptly and thus lead to customer satisfaction. There is a need to develop a proper framework for monitoring the performance of the service levels in the business. This will ensure that the services offered to the customers are closely monitored at all times and that any instances of inefficiencies are quickly addressed.
The workshop that you are planning to conduct will be of great importance to the business as it will enable the employees to gain critical knowledge of how to act on the customers’ complaints and thus be able to provide a perfect response. The manner in which you have designed the session to run is effective in that it provides for the flexibility of the employees in performing their duties. The morning session that ill run for one hour should cover the employees that are not working at the particular time. This is due to the fact that the hotel business is a 24 hours business and thus there is a need to create shifts that will enable the employees to rest for some time. Therefore, those who will not be at work should be able to attend the morning shift. This is the same thing that should be replicated in the other shifts. This is important in ensuring that the business runs smoothly and that no operations are going to be affected by the fact that the training session is going on. The session is also structured to have a presentation and a question and answer session. This is a vital element to get feedback on how effective the training will be and the extent of grasping of the content; it will enable the employees to be trained on various aspects of customer feedback and then get the chance to ask questions in areas where they have not understood or need more clarification. This will enable them to gain wide knowledge on the issues that affect the customers and thus be able to apply the same while providing service to customers. It is always important to allow for the members who have attended the training to ask questions as this will inform whether or not they were able to understand the issue that was being discussed.
The training is bound to cover the issues of customer raising complaints and the ability of the employees to recover or in other words to act on a customer complaint. The customer will be taught how to receive customers’ complaints politely as customers usually have valid reasons in most cases. They may be complaining about their orders delaying more than usual or the rudeness of the employees while serving them. This is an important aspect as it shows the kind of employees that are present in the business and the quality of service that they are willing to provide. Therefore, the customers will be informed on how to receive these complaints positively and thus be able to act on it.
The other important part that the training session should focus on is that of giving feedback to the customers. This is a critical part as the employees need to be aware of how to respond to the complaints that have been raised by customers. Therefore, the training session should focus on imparting knowledge to the employees regarding this issue. They should be trained on the best way to approach various complaints as each of the complaints raised has a different dimension that needs to be looked into. The skill that they will get will enable them to analyze each situation or complaint and thus formulate the best strategy of tackling them. This will allow them to deal more properly with the issue of customer complaints.
It is my opinion therefore that the training that you have organized will be able to assist the employees and the business in their attempts to recover or act on customer complaints. This opinion is mainly based on the inclusion of a number of factors that affect the issue of customer feedback and the ability of the employees to act on them. The fact that the training will cover the best ways in which to receive customer complaints will enable the employees to have vast knowledge regarding the issue. They will be able to use all the necessary skills that they have acquired from the training and incorporate them in their day to day work. Through this, they will manage to offer hope and confidence to the customers by assuring them that the complaint that they have raised will be dealt with the urgency that it requires. The assurance is a critical component of acting on customer complaints. Most of the customers would like to feel that there is some action taken regarding the complaints that they have raised.
The training is also bound to make them recover faster or better as they will be more aware of what kind of feedback they need to give to the customers. In most of the cases, employees find themselves in tricky situations as they are caught unawares by complaints raised by customers and thus are stranded on what to do. This makes them look stupid in front of the customers and also rude. The customers may feel that the customer is being rude to them which is not really the case. This is something that is bound to make the business loss customers as they will be fed up with the kind of service that is offered and then rudeness of customers and thus decide to go to another hotel. The training will, therefore, assist the employees to know of what to do when caught in such situations and thus, the process of recovering will be enhanced. This will, in turn, ensure that the hotel can maintain the highest quality of standards and also maintain their customers.
The fact that the training provides a systematic framework of handling complaints means that all the issues will be documented and thus acted upon. This is different from other situations in which the customer may raise complain and there is no proper documentation or framework that will be used to address it. This is covered in the training session, and thus, the employees will be able to act on customers' complains in a much enhanced and efficient way. This is also critical in ensuring that the business can retain the customers that it has and also add more of them.
The training session will also improve on the way the employees will recover as they will be taught various methods of being polite to the customers. The act of politeness is the first step towards recovering from customer complaints and thus it is a critical point. The manner in which the employees talk and address the customers will inform to a great extent whether or not the customers will be able to calm down and also feel that the complains raised are being addressed. The employees will, therefore, be able to get more details concerning the issues raised and this will enhance the recovery process.
The only suggestion that I may wish to add is that the training should be expanded to include more members of the business and not just the staff. The management of the hotels should also participate in the program to ensure that they can coordinate well with the employees in regard to customer complaints. Those in management are the people who make most of the decisions that affect the business and also those that will affect the customers. Therefore, they must be included in the training for them to know of their role in addressing customers' complains rather than leaving all the work to be done by employees who may lack the capacity to handle certain challenges.
The training is a positive step and it is my prayer that more of this are organized by the business to continually train the staff on matters to do with customers' complaints. This will ensure that the business applies quality service levels and that they can respond promptly to customer complaints. This will enhance the business and attract more customers who will have heard of the quality service levels that are being offered by your business.
