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Introduction to trainee manual

Introduction to trainee manual

To the Trainee

Congratulations on joining this course. This Trainee Manualisonepar t of a o6t ool bo:
which is a resource provided to trainees, trainers and assessors to help you become
competent in various areas of your work.

The 6tool boxd6 consists of three el ements:

1 A Trainee Manual for you to read and study at home or in class

1 A Trainer Guide with Power Point slides to help your Trainer explain the content of the
training material and provide class activities to help with practice

1 An Assessment Manual which provides your Assessor with oral and written questions
and other assessment tasks to establish whether or not you have achieved
competency.

The first thing you may notice is that this training program and the information you find in
the Trainee Manual seems different to the textbooks you have used previously. This is
because the method of instruction and examination is different. The method used is called
Competency based training (CBT) and Competency based assessment (CBA). CBT and
CBA is the training and assessment system chosen by ASEAN (Association of South-
East Asian Nations) to train people to work in the tourism and hospitality industry
throughout all the ASEAN member states.

What is the CBT and CBA system and why has it been adopted by ASEAN?

CBT is a way of training that concentrates on what a worker can do or is required to do at
work. The aim is of the training is to enable trainees to perform tasks and duties at a
standard expected by employers. CBT seeks to develop the skills, knowledge and
attitudes (or recognise the ones the trainee already possesses) to achieve the required
competency standard. ASEAN has adopted the CBT/CBA training system as it is able to
produce the type of worker that industry is looking for and this therefore increases
trainees chances of obtaining employment.

CBA involves collecting evidence and making a judgement of the extent to which a worker

can perform his/her duties at the required competency standard. Where a trainee can

already demonstrate a degree of competency, either due to prior training or work
experience, a pr ocfesPsrioofr OLReeacronginnigt6i o nRPoL) i s av
recognise this. Please speak to your trainer about RPL if you think this applies to you.

What is a competency standard?

Competency standards are descriptions of the skills and knowledge required to perform a
task or activity at the level of a required standard.

242 competency standards for the tourism and hospitality industries throughout the
ASEAN region have been developed to cover all the knowledge, skills and attitudes
required to work in the following occupational areas:

1 Housekeeping

1 Food Production
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Introduction to trainee manual

1 Food and Beverage Service

9 Front Office

1 Travel Agencies

9 Tour Operations.

All of these competency standards are available for you to look at. In fact you will find a

summary of each one at the beginningofeach Tr ai nee Manual under the
Descriptord. The unit descriptor describes the c
Trainee Manual and provides a table of contents
6Per f or manc e leBenti$ adescription of oheaspect of what has to be

achieved in the workplace. The 6Performance Crit

level of performance that needs to be demonstrated to be declared competent.
There are other components of the competency standard:

1 Unit Title: statement about what is to be done in the workplace
1 Unit Number: unique humber identifying the particular competency

9 Nominal hours: number of classroom or practical hours usually needed to complete
the competency. We callthemé nomi nal 6 hours because they <can
it will take an individual less time to complete a unit of competency because he/she
has prior knowledge or work experience in that area.

The final heading you will see before you start reading the Trainee Manual is the

60Assessment Matrixé6. Competency based assessment
at least 21 3 different ways, one of which must be practical. This section outlines three

ways assessment can be carried out and includes work projects, written questions and

oral questions. The matrix is designed to show you which performance criteria will be

assessed and how they will be assessed. Your trainer and/or assessor may also use

other assessment methods includirmdg Pa®Ohl sye rSy att ieone |
An observation checklist is a way of recording how you perform at work and a third party

statement is a statement by a supervisor or employer about the degree of competence

they believe you have achieved. This can be based on observing your workplace

performance, inspecting your work or gaining feedback from fellow workers.

Your trainer and/or assessor may use other methods to assess you such as:

9 Journals

9 Oral presentations

1 Role plays

1 Log books

1 Group projects

1 Practical demonstrations.

Remember your trainer is there to help you succeed and become competent. Please feel
free to ask him or her for more explanation of what you have just read and of what is
expected from you and best wishes for your future studies and future career in tourism
and hospitality.
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Unit Descriptor

Unit Descriptor

This unit deals with the skills and knowledge required to manage and resolve conflict in a
range of settings within the hotel and travel industries workplace context.

Unit Code:

D1.HRS.CL1.09
D1.HOT.CL1.11
D2.TCC.CL1.06
Nominal Hours:

25 hours.
Element 1. Respond to complaints

Performance Criteria
1.1 Handle complaints sensitively, courteously and discretely
1.2 Take responsibility for resolving complaint/s

1.3 Handle complaints in accordance with enterprise procedures
Element 2: Identify and manage conflict situations

Performance Criteria

2.1 Identify potential for conflict quickly and take appropriate action to prevent
escalation

2.2 Identify threats to personal safety of customers or colleagues quickly and organize
appropriate assistance

Element 3: Resolve conflict situations

Performance Criteria

3.1 Take responsibility for finding a solution to the conflict situations within scope of
individual responsibility and job role

3.2 Manage conflict by applying effective communication skills and anger
management techniques

3.3 Use conflict resolution skills to manage the conflict situation and develop solutions
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Assessment matrix

Showing mapping of Performance Criteria against Work Projects, Written
Questions and Oral Questions

The Assessment Matrix indicates three of the most common assessment activities your
Assessor may use to assess your understanding of the content of this manual and your
performance - Work Projects, Written Questions and Oral Questions. It also indicates
where you can find the subject content related to these assessment activities in the
Trainee Manual (i.e. under which element or performance criteria). As explained in the
Introduction, however, the assessors are free to choose which assessment activities are
most suitable to best capture evidence of competency as they deem appropriate for
individual students.

Work Written Oral
Projects Questions  Questions

Element 1: Respond to complaints

1.1 | Handle complaints sensitively, courteously and

discretely 11 L2 1
1.2 | Take responsibility for resolving complaint/s 1.1 3,4,56 2
1.3 | Handle complaints in accordance with 11 7.8.9, 10 3

enterprise procedures

Element 2: Identify and manage conflict situations

2.1 | Identify potential for conflict quickly and take 21 11, 12, 13,
appropriate action to prevent escalation ' 14

2.2 | ldentify threats to personal safety of
customers or colleagues quickly and organize 2.1 157 22 5
appropriate assistance

Element 3: Resolve conflict situations

3.1 | Take responsibility for finding a solution to the
conflict situations within scope of individual 3.1 23, 24,25 6
responsibility and job role

3.2 | Manage conflict by applying effective
communication skills and anger management 3.1 26, 27, 28 7
techniques

3.3 | Use conflict resolution skills to manage the

conflict situation and develop solutions 31 29,30,31 8
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Glossary

Term Explanation

AQUA An acronym used to describe a complaint/conflict resolution
model based on A = Acknowledge; Q = Question; U =
Understand; A = Answer

Barring Banning a person from entering the business/premises

Complainant

Person who is complaining/has made a complaint

Due Date

The date by which an account must be paid

Early payment discount

A discount allowed by a supplier for paying an account before
the Due Date

Gesticulating

Waving hands and arms about

Inclusions

Elements included in a package deal or Special Offer

Paraphrasing

Repeating back to a person what they have told you but putting
the communication in your own words

Programmed decision

A decision thought about and put in place by
management/owners to act as a standard organisational
response to a given complaint/problem.

SOP

Standard Operating Procedure

Scope of authority

The authorised ability for individual staff to take action (for
example, in response to a complaint) without the need to refer
to or involve anyone else/management

Terms of Trade

A range of terms and conditions imposed by a supplier on the
transaction of business between them and those who buy from
them. Terms may relate to Due Dates; discounts available;
procedures applicable if there is short or incorrect delivery;
Delivery charges

© ASEAN 2012
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Element 1: Respond to complaints

Element 1: Respond to complaints

1.1 Handle complaints sensitively, courteously
and discretely

Introduction

In a service industry it is unavoidable there will complaints.

This Section attempts to define what a complaint is, identifies the possible types of
complaints which may be encountered and provides general requirements in dealing with
them.

Complaints defined

A complaint is made by a customer or guest because they are dissatisfied.
Their dissatisfaction is generally caused by:

1 You/the business failing to keep a promise

1 Service and/or products not meeting needs, wants or
expectations

9 Actions of others (staff or patrons) in the business.

Types of complaints

In practice the list of possible complaints is endless.

Because our customers/guests are individuals this means they have individual needs, and
hence individual complaints.

The following provides a representative example of topics which may be the cause of
complaint.

Levels of service
Customers/guests frequently complain when they believe:

1 Service staff have been rude or disrespectful

9 Staff do not have the necessary skills to enable them to perform
their job effectively

i Prices charged are in excess of the level/standard of service
delivered

Waiting times for service delivery are too long

There are insufficient staff to cater for the level of trade

Overrattentive service or service.where peopl e
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Element 1: Respond to complaints

Product standards

Patrons will complain when:

9 Products provided do not match statements or advertisements about them
9 There is inconsistency between items:
- Some are big, others are small
- Some are one colour, others are a different colour
- Some taste one way, others taste differently

9 Perception of the guest/customer is the item does not
represent value-for-money

T The product oO6todayo i s difrerent (ob M ]
9 Productis wrong i incorrect ingredient/elements have been used
1 Afly (or other contaminant) is in their food.

Processes

Customers/guests are likely to complain when processes:

1 Result in them waiting too long

9 Deliver an unacceptable outcome i in terms of product
or service delivery

Are unsafe

Are unhealthy

1
1
1 Are out-of-date

9 Look unattractive i such as personal practices of staff.
Information given

Customer/guest dissatisfaction is always caused when:

9 Staff are unable to provide answers to questions asked

1 Workers do not have sufficient product knowledge to allow them to make relevant and
intelligent suggestions or recommendations

1 Information provided is incomplete, incorrect, out-of-date and/or irrelevant

1 Follow-up/promised information is not forthcoming.

Charges and fees

Complaints are common when:

1 Promised/advertised prices are not adhered
Over-charges occur

1

9 Hidden fees and charges are levied

1 Charges and fees do not represent value-for-money
1

Price increases are regard

© ASEAN 2012
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Element 1: Respond to complaints

Marketing materials

Customers and guests complain when:

f
il
f

Failing to keep promises

People will always be annoyed when:

f
f
f

Condition of the premises

Customers and guests will complain when:

f
f
f
f

Marketing materials contain errors and/or omissions
Raises expectations which are not/cannot be fulfilled
False and misleading content is used, in terms of:

Prices

- Times
- Views
- Features and facilities

- Inclusions.

An advertised promise is not adhered to
A contracted agreement is not honoured

A promise to be served in five minutes is not kept.

The business/room is dirty
Equipment and facilities are unsafe

Areas are untidy

Public toilets have not been serviced.

The environment

Complaints are often received where customers/guests feel:

=A =4 =42 =4 =

The room/area is too noisy
Temperature is too hot or cold

The level of music is too loud, or too low
The room is too dark or too bright

There is an offensive smell.

Issues relating to other patrons

Customers/guests will often complain when:

f

il
f
il

They believe other customers/guests are receiving preferential treatment
Other customers are swearing or using inappropriate language
Other patrons are behaving inappropriately

Other patrons are in any way adversely impacting on their experience.
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Trainee Manual 11
Manage and resolve conflict situations



Element 1: Respond to complaints

Handling complaints

The objective

When handling a complaint your aim should be to convert a bad customer experience into
a positive one by the way you deal with the situation, and retrieve the situation.

Keys when dealing with complaints

It is important to deal with all complaints in a friendly, efficient and
thorough manner characterised by the use of:

1 Sensitivity
1 Courtesy
9 Discretion.

Sensitivity

Being sensitive when dealing with conflict asks you to:

9 Taketime (57 10 seconds is often enough) to assess the environment in which the
conflict is taking place i this helps to contextualise the conflict, and allows time to
gather information about what is happening.

This is beneficial because things are seldom what they appear to be at first glance

Factor in relevant issues T which may include cultural and social issues, age, race,
gender, whether the person is a regular/local, if the person is tired, if they are ill, if they
are drug or alcohol-affected

1 Approach each situation appropriately 1 a smile in one situation can be appropriate,
while a more serious facial expression may be better in another context

1 Make requests and give suggestions to people i as opposed to making demands of
them, or giving them directions or ultimatums.

1 Always be careful about giving ultimatums 1 if you are going to give an ultimatum you
better be prepared and able to carry out whatever the ultimatum is or you lose
credibility and risk having all your subsequent decisions rejected.

i Take into account not just what has happened to cause the complaint (bad service,
sub-standard product) but also how the person feels about the situation

See things from t h-efview her personds point
Understand their disappointment, annoyance and frustration

Demonstrate you acknowledge the focus of their complaint is a legitimate issue for
them.

Courtesy

This highlights whenever dealing with a person making a complaint you
must:

i Never shout at them
1 Never interrupt them

1 Never touch them

© ASEAN 2012
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Element 1: Respond to complaints

Never threaten them

Never meet bad language or behaviour (from the patron) with similar language or
behaviour

Always demonstrate respect for them

Use Opleased and 6thank youbd wherever possi bl
process

1 Use the customer/guest name, if known.

Discretion

Handling a complaint discretely can include:

9 Talking in a low voice to avoid attracting attention to the situation

1 Avoiding mention of other times the person has attended the venue/made use of
venue services.

Need for positive and cooperative approach
When responding to complaints you must maintain a positive and cooperative orientation.
This is quite easy to say, but often proves much more difficult to actually do.

But, you must try, try, try!

A positive and cooperative manner can help to:

1 Smooth over a potentially problematic situation i many, many
complaints can be quickly and effectively handled by staff
adopting the 6right attituded¢t

pl ain

T Lots of customers simply want to air their grievance i they do
not expect anything to happen and/or they do not want to be
given a free meal or a free ticket: they just want to be heard i
to get it off their chest

1 Demonstrate your willingness to resolve the issue (see next section) i as opposed to
ignoring the complaint or dismissing the problem out of hand.

1 This respects the customer/guest as an individual and sends a definite signal they are
of value to the business

1 Create an initial friendly atmosphere i an approach showing a willingness to listen to,
and work with, the customer/guest will always set the foundation for a faster and more
acceptable resolution.

9 Itis much more difficult for the complainant to maintain their rage when the staff are
displaying a friendly, helpful and courteous orientation to the problem

I Maintain positive customer relations i it is a standard requirement of all enterprises
compl aints be seen as O6opportunitiesdéd, and st
outcome to the complaint which will maintain (or convert) the person who is
complaining into an on-going customer/guest who is an advocate for the business.

© ASEAN 2012
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Element 1: Respond to complaints

1.2 Take responsibility for resolving complaint/s

Introduction
It is essential you take responsibility for resolving all customer/guest complaints you are
involved with.

This Section discusses how to identify a complaint exists, highlights the need for an
apology, explains the need to take responsibility to fix the problem and lists personal
characteristics which have been found to be effective when dealing with complaints.

Identifying a problem exists

You can become aware a complaint/problem exists through:

1 Being informed by the guest/customer i where patron
advises you they have a complaint, face-to-face

1 Monitoring the business environment i which involves
lookingfor6 war ni ng signsd a compl
or has occurred.

Warning signs
Warning signs there is a complaint will always be either verbal or non-verbal in nature.
Indicators there is an issue can include:

9 Raised voices or an argumentative tone

1 Facial expressions and/or body language showing: vV
- Anger )
- Concern
- Dissatisfaction
- Aggression ©0
1 Situations where customers/guests appear: A
- Flustered
- Unhappy
- Upset —_ o~
- Frustrated 90

(

1 Guests at a table who:
- Glance around as if seeking assistance

- Beckon you to come to their table

)
D)

1 People who:

- Slam doors V

- Throw items

- Thump the table or service counter

© ASEAN 2012
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Element 1: Respond to complaints

I Overhearing a conversation as you walk past a customer, group or table indicating
there is a problem 1 people often deliberately talk loud enough for you to hear they
have an issue as opposed to making a formal complaint

1 They prefer/want you to enquire if there is a problem rather than initiating a complaint
themselves.

The need for an apology

Whenever you identify a complaint situation the standard industry
response is to give an apology.
This apology should be:

1 Freely giveni customers should not feel they have to drag an
apology from you

1 Given regardless of the type/nature of the complaint

1 Provided even where you believe there is no legitimate basis for the complaint.
Providing an apology:

1 Sets a positive scene for retrieving/resolving the situation

1 Indicates to the customer/guest you are prepared to resolve the situation

1 Demonstrates your involvement in the process of compliant resolution

1 Shows concern for the guest/customer.
The need to take responsibility for resolving the complaint
After apologising it is important you demonstrate to the guest/customer you will take

responsibility for resolving the complaint.

There is little point acknowledging a problem and then ignoring it i this will only make a
bad situation worse.

Proving you want to be involved in resolving the complaint is critical because this is
usually what the guest/customer wants you to do i fix the problem.

You can demonstrate your intention to resolve the complaint by using one or more of the
following:

1 Introducing yourself by name and position i so the customer
knows who they are talking to

1 Making an appropriate statement of assistance:

- iHow can | help?o0

- iLetds see what we can do to
1 Finding out about the complaint 7 through:

- Asking questions

- Listening to responses
More on these topics is presented in Section 1.3 and Element 3.

1 Suggesting, developing or offering possible solutions i see next Section.

© ASEAN 2012
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Element 1: Respond to complaints

Personal characteristics to use when resolving complaints

At all times when handling a complaint (or conflict) situation you will need to display
certain personal characteristics.

These have been found to be useful and effective when trying to resolve a complaint or
negotiate a solution to a problem.

The relevant characteristics include:

1 Being assertive T but not being aggressive.

Itis up to you to lead the discussion and determine the
solution so you need to be confident and take
charge/control of the situation without making the other
person feel intimidated into submission or ignored

9 Being constructive T it is important you realise whatever
has caused the problem is past and has gone forever. You cannot change what has
already happened.

Your main concern must be in suggesting and identifying action to remedy or retrieve
the situation and enable everyone to move on

1 Being well-informed i you must know what you can and cannot do to fix the situation.

You must know all about relevant house policies and procedures, your personal limits
of authority and discretion, and any applicable programmed decisions (see next
Section).

Knowing what you are able/allowed to do and not do helps build your confidence.

1 Exercising patience i you must realise very few (if any) complaints can be solved
straight away.

Most people demand an opportunity to voice their
displeasure, vent their anger or 'get it off their chest'.

In many cases it is only after this has been allowed to
occur, can real progress be made on finding a solution

1 Showing tolerance i there are many times where you will
be told you are the worst in the world, and you must be
prepared to accept and put up with that.

People will often take their frustration out on you and sometimes may verbally abuse
you.

You must realise what they are saying is not personal, even though it may sound and
feel like it. When dealing with complaints, being 'dumped on' is sometimes part of the
process.

No-one can change this T it is just the way it is. Accept the abuse and criticism as a
part of the resolution process and move on with finding the solution.

Never allow the actions or words of a complainant to create an additional problem
over-and-above the original complaint.

1 Understanding the total picture 1 try to see things from the other person's perspective.

Take into account their feelings as well as considering the facts about what has
happened.

© ASEAN 2012
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Element 1: Respond to complaints

For example, the fact may be the meal was late, cold and too small.

You need to acknowledge this but also demonstrate you understand
this caused feelings of disappointment, caused the person to be late,
made them feel ripped off and taken for granted/not valued as an
individual.

i)
1 Being prepared to compromise i by being prepared to negotiate a >~
resolution to the complaint. Y

e
As opposed to insisting: 9 ) P

- There is only one way to fix the problem
- Your way is the only way

1 Being consistent i when dealing with complainants it is vitally important to be
consistent.

Failing to be consistent sends a message certain people are rated differently i and is
likely to generate new complaints.

1.3 Handle complaints in accordance with
enterprise procedures

Introduction

All complaints must be handled in accordance with house procedures.

This Section presents the concept of O6scope of
organisational complaint handling procedures, i
outlines an effective complaint resolution model.

Scope of authority
Most staff are given guidelines as to what action they can take in the workplace in
response to complaints without having to get special permission from management.
This is referred to as thei ut hor it
In general terms scope of authority may relate to:
1 Their ability to act on behalf of the business

9 Their authority to act in given situations i such as
when there is a complaint (as well as in emergencies,
accepting bookings, making special deals).

In relation to resolving customer complaints, organisations may give staff standard scopes
of authority to act/respond in one (or more) standard ways such as:

9 Offering a free product i glass of drink, free dessert, complimentary coffee

9 Offering a service i such as dry cleaning if guest clothes have been soiled by spillage
of drinks

7 Offering a set percentage discount on advertised/stated selling prices.

© ASEAN 2012
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Element 1: Respond to complaints

See also 6Programmed decisionsd below as these o0
authority considerations.

Organisational policies and procedures

The policies of the organisation will guide the development and implementation of
procedures (also known as SOPs) for handling complaints (and conflicts).

Why do organisations develop house policies on compliant resolution?
Formal, written policies on dealing with customer complaints are useful because they:

9 Provide guidance on what to do in order to resolve situations 1 by \
prescribing parameters and options available and/or by identifying
what cannot/ must not be done to resolve a complaint

1 Give consistency when dealing with customers i all customers
should receive the same treatment regardless of the staff member
dealing with them

1 Relieve staff from the pressure and worry about having to make

decisions i the policy sets out the decisions owners/management \

: ! 4 4 .
have made: staffar e abl e to rely on &éhou Za y6 whel
a complaint ‘

1 Provide the basis for in-house training I many organisations conduct internal staff
training on complaint handling and the formal policies of the business underpin this
training and the practical application of it.

Standard content of complaint resolution procedures

Organisational complaint resolution policies will commonly address issues such as:
Who should deal with problems, complaints at different levels

When management (or security staff) should be involved

The approved complaint resolution model for the business

The limits of scopes of authority

Programmed decisions i and the situations to which they may be applied

= =4 =4 -4 -4 4

Situations under which the property will not try to resolve a complaint i regardless of
what the customer may allege or say

Documentation to be completed i to record the issue/complaint

Training staff should receive before they are expected to resolve issues on their own.
Programmed decisions

Most conflict situations can be effectively resolved by more
than one solution.

Your aim must be to find a resolution which:

9 Is quick, easy and practical to implement

I Satisfies those involved

1 Meets the limitations imposed on you by organisational requirements.

© ASEAN 2012
18 Trainee Manual
Manage and resolve conflict situations




Element 1: Respond to complaints

Many establishments use programmed decisions to assist with complaint resolution.

A programmed decision is a decision which has been considered and thought about and
put in place by management/owners to act as a standard organisational response to a
given complaint/problem.

Programmed decisions are usually put in place for situations which are common,
predictable or can realistically be expected to occur.

Programmed decisions:

1 May be implemented in response to all complaints. That is,
there may be no requirement for you to investigate the
complaint before implementing the programmed decision.
Many businesses prefer evten si
where there may be no legitimate grounds for the complaint

1 May need to be implemented only after investigation into the alleged complaint
reveals the customer/guest has a genuine complaint and should be recompensed.

Implementing programmed decisions provide consistency in the way customers/guests
are treated when a complaint arises and they save staff having to determine what action
they should take.

Where a programmed decision is in place, staff usually have no authority to operate
outside the parameters the decision provides for.

Sample programmed decisions

The following are samples of these situations and the possible response (the actual
programmed decision) which might apply to complaint situations.

Situation Response/Programmed decision

Guest complains their main course meal is Apologise

not hot enough Offertoreplace withme al of gues

Provide complimentary coffee

Customer complains the booking was not Apologise

honoured Provide 25% discount voucher for next
booking

Patron complains the service was not as Apologise

advertised/expected Deduct 25% from account

Issue 25% discount voucher for next visit.

Note: the above are not recommended courses of action i they are simply possible
examples of the use of programmed decisions.
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Complaint resolution model

Several models exist for guiding the resolution of complaints and conflict.

The use of a model to address these circumstances is recommended as it provides a
standardised way of responding to the issue.

One model which has proved to be effective is presented below.

AQUA

AQUA is a model for dealing with problems featuring a four-step approach:
A = Acknowledge
Q = Question

U = Understand
A = Answer.

Acknowledge

This first step in AQUA asks you to encourage customers/guests to explain the issue
which is causing the complaint/conflict.

You are acknowledging there is a problem and you are signalling your intention to help.
An apology should be included as part of this step/stage.
Question

The second step in AQUA can be undertaken when the customer/guest has told you
about their problem/issue.

This step requires you to ask questions to clarify the situation and to >
demonstrate a genuine interest in the issue/problem under =
consideration. ~
Questioning the person about the issue demonstrates a desire to : ‘

understand the exact nature of the problem/complaint in order to be

able to best resolve it. N

Understand

In this phase you demonstrate you have understood what the customer/guest problem or
complaint really is.

You do this by paraphrasing what they have said taking into account their emotions as
well as the other (physical) elements causing the problem.

This helps calm the customer down by proving you have paid attention to what they have
said to you.

It also provides an opportunity for them to add extra information or clarify issues they may
not have fully explained when they first verbalised their complaint.
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Answer
This could be said to be the crux of the whole process. 3, |

People usually want you to resolve their complaint or problem | 174 Y
and this is where it happens: you develop an answer to their ﬁ ‘ l ‘ ‘
problem, complaint or issue. s

Any answers (al so knowamwilhgeatlty depdndian theguidefines de c i d e ¢
set out in workplace policies and procedures.

Referring a complaint

There can be a need to refer a complaint where:

1 The person demands to see the manager

T The complaint can be regarded
see below

1 You feel it is beyond your expertise to remedy the situation

1 A-resolution is outside your scope of authority to implement.

Who should the complaint be referred to?

The appropriate person, in some situations, may be a co-worker who has more
experience than you, or it could be the supervisor, manager or business owner.

In other cases it may be appropriate to notify security.
Organisational policies and procedures will indicate who should be involved.

Referring complaints is not necessarily an admission of failure on your part i it may quite
simply be the most appropriate thing to do in the given situation. You might be unable to
do, or authorise, whatever is required to resolve the complaint.

Indeed, not notifying the appropriate person could be seen as a poor choice.
Act swiftly
A key in referring complaints is to do it quickly.

Where you have tried to resolve the situation yourself, and are quite obviously getting
nowhere i perhaps the situation is even worsening i ’
you must quickly get someone else in to help.

]
-~

Y -
When a complaint situation has arisen, time is critical, 3
and your failure to notify the relevant person has the

potential to greatly inflame the situation.

And, as you know, when you are upset or annoyed, one
minute seems like 10 minutes.

Finally, no-one expects you to be able to manage all complaints on your own, so do not
try to battle on when you feel you are out of your depth.
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What is an escalated complaint?

An escalated complaint may be seen as one where one or more of the following applies:

T

The organisational policies specifically call for the complaint to be handled by
management or some other nominated person

Every genuine effort on your part to resolve the issue has
been unsuccessful

A situation where the customer is becoming agitated and you
believe there is a chance the situation could further
deteriorate into a physical confrontation

A situation where the customer is swearing, making threats
and/or drawing (substantial) attention from other customers or members of the public

The customer is alleging impropriety, dishonesty or other fraudulent activity on behalf
of a staff member

A situation where the customer states they intend taking legal action in relation to the
complaint

A situation where the customer mentions they intend referring the complaint to the
authorities

A situation where the customer mentions they intend taking the issue to the media.
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Work Projects

It is a requirement of this Unit you complete Work Projects as advised by your Trainer.
You must submit documentation, suitable evidence or other relevant proof of completion
of the project to your Trainer by the agreed date.

1.1 Talk with management, your supervisor or an experienced staff member in your
workplace and question them about your role in responding to customer complaints.

Prepare and submit a written report (or video) reflecting answers given to you on
guestions such as:

1 What techniques, tips and/or strategies do they have for helping you deal with
customer complaints?

1 What advice can they provide to ensure complaints are handled sensitively,
courteously and discretely?

1 What is your personal responsibility for resolving complaints in the workplace?

1 What are the organisation policies and/or procedures for handling customer
complaints?
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Summary

Respond to complaints

When responding to complaints:

Be alert to the wide-range of potential complaints people may make
Realise complaints are individual in nature

Apply sensitivity, courtesy and discretion when handling complaints
Maintain a positive and cooperative manner

Try to convert a negative customer experience into a positive one

Take responsibility for resolving the complaint

Look for warning signs i monitor customers and the business environment
Apologise

Read and understand workplace policies and procedures for handling complaints
Determine your personal scope of authority for taking action

Learn the programmed decisions which are in place/available to you

Apply an approved model to assist in resolving complaints

=A =4 =4 4 -4 -4 -4 -4 A4 -4 -5 -4 -4

Refer complaints promptly where there is a need to do so.
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Element 2: Identify and manage
conflict situations

2.1 Identify potential for conflict quickly and take
appropriate action to prevent escalation

Introduction

When managing conflict situations a key element in the management of the issue is quick
identification of the problem

This Section defines conflict, explains who potential conflict may involve, identifies
possible reasons for conflict and describes action to prevent
escalation.

3

Prompt identification of conflict is important because it allows
action to be taken swiftly to try to resolve the situation before
things get worse.

Ignoring the warning signs and failing to act only inflames the
situation and is the worst thing to do when conflict has been identified.

Much in this Section expands on information presented in the previous Section.
What is conflict?

A conflict is a state of opposition between persons or ideas or interests.
It is essentially a disagreement about something.
A complaint which is not resolved can become a conflict.

The situation is characterised by the people involved holdingé c on g lbi ¢ diemas or
interests.

There is no need for there to be physical aggression in order for there to be conflict
Conflict may arise with:
1 Customers

T Suppliers

 Co-workers.
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Those potentially involved in conflict

Customers

Dissatisfied customers are often the source of conflict. The reason for their dissatisfaction
may not make sense to you but does to the customer involved.

Reasons for their dissatisfaction can include:

1 Lack of service, or poor, service i this can involve the guest having to wait 'too long',
the quality of products being sub-standard, staff (waiters, drivers, tour guides) who are
disrespectful, rude or offensive or who have little product
knowledge to allow them to make recommendations or provide K
informed commentary 2 &)

1 Expectations not being met i the advertisements placed by the > 5
venue coupled with word-of-mouth advertising create these \\ ‘
expectations and they may often be unrealistic “/

1 All businesses must be aware of the dangers inherent in creating
false expectations/expectations which cannot be met

9 Dissatisfaction with the products or services i a steak may have
been tough, the room too noisy or the view not what was anticipated; the plane may
have been late and the flight may have been bumpy

1 Unhygienic conditions T perhaps the room showed a lack of proper attention to detail
and incorrect housekeeping practices, or the general public area appeared untidy; the
food provided may have been contaminated out-of-d at e or tasted O6o0ff 6

1 Low comfort levels i an area of the property could have been too cold, too noisy, or
too crowded; the seat on the tour could have been too cramped and the bus may not
have had air conditioning

1 Rowdy and unacceptable behaviour displayed by others i the gaming room may have
been patronised by a noisy and boisterous group who were swearing loudly, and
making suggestive comments; a young group of footballers on the tour/plane could
have made the experience unpleasant for others

1 A mistake with an account i the customer account may have charged for items which
should have been on someone else's bill. An over-charge may have been made; an
advanced deposit may not have been deducted from the amount owing; a discount to
which the customer was entitled may not have been given; a promised/quoted price
may not have been charged

1 Errorin the reservation or reservation not found i the customer may have arrived, late
at night, after a long drive in bad weather only to find there was a problem with a
booking they had been led to believe was guaranteed; an airline may not have been
able to locate a reservation made by an agent on behalf of the customer; the
reservation for six people may have only been made for four; the dates and/or times of
the booking may be have been incorrectly entered into the system

1 Special requests not being adhered to i the flowers and
champagne ordered for 4:00PM for the room were not delivered
and spoiled a very special occasion; the request for an aisle
seat was not fulfilled; the request for a quiet corner table
translated into a table in the middle of the room in front of the
band.
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Because you work in a Opeople busiinhers@ésot hese

many different things which can go wrong and cause dissatisfaction.

Suppliers

Conflicts with suppliers tend to be of a different nature than conflicts with customers or
other staff members.

This is usually because you are the customer and the supplier wants to keep your
business.

Reasons for conflicts with suppliers can include:

)l

The venue not paying their account from the supplier by the required time i all
suppliers wildl have 6Terms of Traded whi
u

Failing to pay an account by the 6D

Not adhering to the specifics of the Terms of Trade T for
example, the business may ava i | i tself of
payment discountd but pay

Late placement of orders i meaning the supplier has a
short lead-time for delivering the required items

Not signing for goods received i all deliveries from
suppliers should be signed for top prove the business

accepted the items

Delaying delivery drivers when they arrive to deliver goods i suppliers want their

delivery driver to spend the shortest amount of time possible
at a business when they deliver their goods: if a business does
not have someone available to receive the items, doors are
locked or there is a delay in finding the correct person to check
and/or sign for the good this upsets many suppliers

Changing supplier i many suppliers will become annoyed if
an organisation stops ordering from them without explaining
why: if a business is dissatisfied with a supplier they should

"

~

discuss the issue with the supplier before simply swapping
suppliers

Taking goods which were not allocated to the business T sometimes a supplier may
deliver to the wrong business by mistake, or they may provide more items than what
was ordered and what appears on the accompanying documentation: any business
which simply accepts items they have not ordered and/or they have not been charged
for is likely to cause conflict with the supplier

Failure of the supplier to deliver as promised i this mean the business is annoyed with

the supplier because, for example:

- Goods promised for 7:00AM did not arrive until 11:00AM i
or did not arrive at all i causing problems for the business in
supplying its customers

- Prices advertised were not the prices charged
- Goods delivered were sub-standard

- Quantity of goods delivered was not what was ordered.

You can see from the above the supplier may have a problem with your business, or your
business may have a problem with the supplier.
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Element 2: Identify and manage conflict situations

Co-workers
There may be many reasons why conflict may flare up amongst colleagues.
Some reasons include:

1 Pressure of work 1 staff feel they are being expected to do too much; they may feel
they do not have the resources or equipment necessary to do what is required; rosters
do not have sufficient staff to address demand

1 Lack of T orbad i communication which may cause
misunderstandings. Poor (or no) communication is a common
reason for many conflicts

1 Prejudices i about many things from which sporting team the other
person follows, what kind of car they drive, through to issues of
ethnicity, gender, body shape and age. Jealousy is often at the
centre of these issues -

1 Ineffective working procedures i where the internal operations or
systems of the business cause the problem through delays, inefficiencies, wastage, or
production of inferior products

9 Difference in opinions and/or beliefs I conflict may arise simply because two people
hold a different view on the same topic. Common topics causing conflict are opinions
about management and the way they run the business, politics and religion

1 Team member not pulling their weight i staff not contributing 100% to a team effort
causing other staff to work harder.

Warning signs

At all times during a shift, you should be aware of various 'warning signs'
which may be displayed by either another colleague or by a customer
which can indicate a problem/conflict exists or is imminent.

These warning signs will always be either verbal, non-verbal or a
combination of both.

The warning signs given by a workplace colleague are usually quite different to those
displayed by a customer.

Customer warning signs
A customer may indicate there is a conflict situation by:

1 Looking angry or aggressive i this is part of their non-verbal
communication and an aspect which frequently is very accurate at
reflecting their state of mind.

When a customer looks angry or aggressive, it is a sure sign that is
exactly how they are feeling

9 Appearing flustered or frustrated 7 the majority of your customers are
in an environment strange to them, and it is to be expected they are somewhat
confused to begin with simply by virtue of being in strange surroundings.

You need to be able to differentiate this level of confusion from the higher level of
frustration accompanying the onset of conflict. The fluster and frustration associated
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with conflict is usually more intense, and often accompanied by other verbal and non-
verbal cues too (such as threats, swearing and gesticulating)

Displaying contorted facial expressions i many people are unwilling to verbalise their
anger or frustration so they 'make do' with 'pulling faces' about the situation.

The point to note here is just because someone has not stated they are upset or
annoyed, does not mean they are not

Glancing around as if seeking assistance i again, this person
may be unwilling to ask for help but is presenting body language
indicating they are seeking attention.

It is part of our job to look for these signals and to respond
appropriately

Physically touching another customer or a colleague i this can
be the real signal the customer has a problem and conflict is
likely to ensue.

Most people are reluctant to invade someone else's personal
space, let alone touch a stranger, so this action is highly
indicative a problem exists, and help is being sought

Becoming too loud i as the customer becomes more and more annoyed, the volume
level of their speech rises.

This is another method of attracting help (they hope someone will help them so as to
guieten them down) and a way of inflaming the situation (by letting others know about
the problem)

Slamming room doors 1 this is a characteristically frustrated response.

It is obviously socially unacceptable to hit someone, or to break something but the
customer can find a lot of satisfaction in releasing frustration by slamming a door.

When, and if, this does happen, it is a common mistake for the 'discussion’ to then
focus on the 'door slamming episode': you must recognise the slamming as a
symptom of a bigger problem and strive to fix the main problem rather concentrating
on arguing over the door being slammed

Throwing something i this is a variation on the 'door slamming' although with the
obvious potential for more damage or injury.

If nothing is damaged and no-one is injured it may be better to ignore the action and
focus on the problem that caused it.

On the other hand, security may need to be informed. The key,
though, is to see the 'throwing' for what it is (a symptom of a !
bigger problem) rather than misconstrue it as a hostile act  o——

«

Being argumentative 1 this is very common and stands to
reason.

What else can the customer do?

If you are not prepared to help them, listen to them or remedy a
problem, there is little else left for them to do.
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Colleague warning signs
When there is a conflict between you and another worker the colleague is likely to:

9 Avoid verbal and visual contact i this may mean they take breaks or meals in a
physically different area to where you are.

They may avoid walking down the same corridor as you,
they may ask the supervisor for shifts which are different
to yours or they may sit so you are not in their direct line of
sight

9 Indulge in negative facial expressions i the person may
sneer your way, roll their eyes and/or shake their head
slowly from side-to-side when they see you.

They may poke their tongue out or purse their lips. They may stare at you.

1 Make negative remarks 1 this can spill over into areas outside the initial cause of the
conflict. For example, a staff member may be annoyed you did not help doing the
cleaning up after a function and their perception may be you are lazy and not a team
player.

The truth, however, may be the supervisor told you to go home because you had been
at work for twelve hours, and were required back early the following day.

The negative remarks will not stop at your perceived laziness, but will usually involve
unrelated areas such as your attitude, your relationships with others,
your personal habits, and so on

1 Make rude gestures or remarks 1 these can be offensive remarks
(perhaps of a sexual, racist or ethnic nature), or finger and forearm
gestures designed to convey a specific message.

Many organisations have bullying and harassment policies making
these actions unacceptable in the workplace.

If you encounter them you should seriously consider reporting them
to management as they constitute workplace harassment.

Other possible reasons for conflict
Conflicts may also flare when:

1 A colleague feels they are being treated unfairly 7 this may be because:

- They feel their shift on the roster is less attractive than someone else's i for
example they are rostered to work at times when there
may be less tips, or work attracts no penalty rates

- They are not being given the opportunity to work overtime
I and earn some extra money

- They were not selected to work on a certain function i
which would increase the number of hours worked for the
week.

These feelings may also be caused by staff who fail to share information, refuse to
help and co-operate in the workplace, and who favour some colleagues over others
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