THE LUXURY OF ATTENTION  ·  TOOLKIT
Service recovery plan and log
The sequence at the top is the plan. The log beneath it shows how close the operation comes to it.
THE RECOVERY PLAN
	Step
	What it looks like here

	1. Listen, without explaining
	

	2. Apologize honestly
	

	3. Correct the failure now
	

	4. Compensate before being asked
	

	5. Fix the cause so it cannot recur
	



THE LOG
	What failed
	How it reached us
	Resolved by, and how long
	Permission needed?
	Root cause (one sentence)

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	



TALLY
	Resolved by the first person to hear it
	Waited for permission
	Causes seen more than once
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