THE LUXURY OF ATTENTION - TOOLKIT

Guest complaint log

One line per complaint, including the ones resolved in thirty seconds. Read once a month and answer
the three questions.

Date Guest or table The complaint, in How it arrived Handled by Outcome
their words

Follow up (date)

MONTHLY REVIEW

Causes that appeared more than once Resolved by the first person to hear them What changed as a result

From The Luxury of Attention: What the World's Greatest Hoteliers and Chefs Know About Leadership, by Rahim B. Kanani. Free to use and adapt. More
templates at theluxuryofattention.com/toolkit/



