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UNIT 5 — HANDLE GUEST QUERIES AND COMPLAINTS 

SESSION 1: Discuss the Importance of Addressing Customer Queries 

Tourism & Hospitality | Class XI | NCERT 

 

INTRODUCTION  

 

In the hospitality and tourism industry, the job of a Customer Service Executive (CSE) does not end 
just by welcoming guests or arranging transfers. An equally important responsibility is to handle guest 
queries (questions/doubts) and complaints in the best possible way. This unit teaches us how to do 
exactly that. 

Handling guest queries and complaints effectively is very important because: 

• It keeps guests happy and satisfied. 

• It builds trust and a good reputation for the hotel or travel company. 

• It leads to repeat business happy guests come back again and recommend the place to 
others. 

• It helps the hospitality establishment improve its services continuously. 

 

KEY TERMS TO KNOW 

Query: A question or request for information from a guest. 

Complaint: A statement of dissatisfaction or displeasure made by a guest about a service, facility, 
or experience. 

Customer Service Executive (CSE): A professional in the hospitality or travel industry who 
handles guest queries, complaints, and all related services. 

Empathy: The ability to understand and share the feelings of another person a very important 
quality for a CSE. 

Active Listening: Listening carefully and fully to what someone is saying, without interrupting them. 

SOP (Standard Operating Procedure): A fixed set of steps or rules that staff follow to do their job 
correctly and consistently. 

 

 

HOW TO HANDLE GUEST QUERIES AND COMPLAINTS  

 

The basic approach to handling any guest query or complaint: 

 

1. Prompt Response (Quick Action) 

Whenever a guest comes with a query or complaint, respond immediately. Do not make them wait. 
Guests should feel heard and valued from the very moment they express their concern. Front desk 
staff, concierge, or dedicated Guest Relations staff should always be ready and available. 

Remember: A delayed response makes the guest feel ignored, which makes the situation worse. 
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2. Active Listening 

When a guest is speaking, listen to them very carefully. Do not interrupt. Let them finish speaking 
completely. Show that you are paying attention by nodding, maintaining eye contact, and encouraging 
them to share all the details about their concern. 

 

3. Empathetic and Professional Communication 

After listening, respond with empathy (understanding their feelings) and professionalism (calmly and 
politely). Use positive language. For example: 

• Instead of saying "I don't know", say "Let me find out for you right away." 

• Instead of saying "That's not my department", say "I'll connect you with the right person 
immediately." 

 

4. Problem Resolution (Solving the Issue) 

Work with the guest to find a solution. Give them options whenever possible. If the issue takes time, 
tell them clearly how long it will take, and keep them updated on the progress. 

 

5. Documentation and Analysis 

Write down (document) all guest queries and complaints what the issue was, what action was taken, 
and how it was resolved. This record helps the management find patterns (for example, if many guests 
complain about the same thing) and fix the root cause permanently. 

 

 

SESSION 1  

 

TOPIC 1: Providing Information About Emergency Services and Tourist 
Related Information 

 

One of the most important duties of a Customer Service Executive is to provide guests with 
information about emergency services (like doctor, chemist/pharmacy, police) and tourist-related 
information (like places to visit, how to get around, local attractions, etc.). 

 

This is important because guests, especially foreign tourists, are in an unknown place. They depend 
completely on the hotel staff or CSE for help. Being well-prepared with this information makes the 
guest feel safe and well taken care of. 

 

Ways in which Hotels/CSEs Provide Emergency and Tourist Information: 

1. Guest Welcome Packs or Information Brochures 

When a guest checks in, they are given a Welcome Pack or information brochure. This small booklet 
or folder contains: 

• Contact details of nearby medical facilities and hospitals. 

• Pharmacy (chemist) contacts. 

• Police station numbers. 

• Emergency hotlines (fire brigade, ambulance, tourist helpline). 

• Local attraction details and timing. 



 

3 | P a g e  
 

 

2. Front Desk Assistance 

The front desk staff is the first point of contact for guests. They must: 

• Know all local amenities, emergency numbers, and tourist attractions by heart. 

• Be prepared to guide guests whenever they come with a query. 

• Keep an updated list of emergency contacts and tourist spots. 

Example: A guest asks the front desk: "I need to find a doctor urgently." The staff should 
immediately give them the doctor's contact number or even make the call on behalf of the guest. 

 

3. Digital Concierge Services 

Many modern hotels provide digital concierge services through: 

• Mobile apps (apps on the guest's phone). 

• In-room tablets (a tablet kept in the hotel room). 

These digital services contain: 

• Emergency service directories. 

• Nearby restaurant and dining information. 

• Transportation options. 

• Tourist attraction details, maps, and timings. 

 

4. Signage and Information Boards 

Hotels also display: 

• Signage (signs/boards) in common areas, lobbies, and elevators. 

• These boards show quick information about emergency exits, fire safety, and important 
contact numbers. 

• They serve as quick reference points for guests who need information fast. 

 

5. Guest Orientation Sessions 

Some hotels conduct a brief orientation session when guests arrive. During this: 

• Staff explain important information about emergency services. 

• Safety procedures and fire exits are shown. 

• Local attractions and daily schedules are shared. 

 

6. Online and Printed Materials 

Hotels maintain websites with detailed information about local amenities, emergency services, and 
tourist attractions. Printed materials such as maps, city guides, and local directories are also kept in 
guest rooms and common areas. 

 

7. Collaboration with Local Authorities and Service Providers 

Smart hospitality establishments build partnerships with: 

• Local police stations. 

• Nearby hospitals and clinics. 

• Tourist guides and tour operators. 

This allows them to give guests accurate and up-to-date information at all times. They also maintain 
direct communication channels with emergency services so help can be arranged quickly. 
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8. Multilingual Support 

In areas with many international tourists, information is provided in multiple languages so that foreign 
guests can understand it easily. This makes the establishment more accessible and guest friendly. 

 

By proactively (before being asked) providing information about emergency services, local attractions, 
and tourist related information, hospitality establishments show their commitment to guest safety, 
comfort, and satisfaction. 

 

TOPIC 2: Listening to Customer Complaints and Giving Suitable Solutions as 
Per Company Policies 

 

Listening to customer complaints carefully and offering suitable (appropriate) solutions in line with the 
company's policies is one of the most important skills of a Customer Service Executive. 

Remember: A complaint is actually an opportunity! If handled well, it can turn a dissatisfied guest into 
a loyal one. 

 

Steps to Handle Customer Complaints Properly: 

 

Step 1: Active Listening 

When a customer comes with a complaint: 

• Stop what you are doing and give them your full attention. 

• Listen without interrupting let them express themselves completely. 

• Demonstrate empathy show that you understand their feelings. 

Tip: Use body language like nodding to show you are listening. 

 

Step 2: Acknowledge the Issue 

After listening: 

• Acknowledge (accept) that there is a problem. 

• Express genuine concern for their experience. 

• Apologize for any inconvenience or dissatisfaction caused even if the hotel is not entirely at 
fault. 

Example: "I am very sorry to hear about this, Sir/Ma'am. I completely understand how inconvenient 
this must have been for you. Let me help resolve this right away." 

 

Step 3: Clarify and Confirm Details 

Ask questions to understand the complaint fully: 

• When did the problem occur? 

• What exactly happened? 

• What are their expectations for a solution? 

Confirm the details with the customer so there is no misunderstanding. 
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Step 4: Offer Solutions Within Company Policies 

Check the company's policies and guidelines to find what solutions are possible. Offer solutions that: 

• Address the customer's concern effectively. 

• Stay within the boundaries of company policies and standards. 

Important: Always work within the rules of the company. Do not make promises that are beyond 
your authority or against hotel policy. 

 

Step 5: Be Transparent 

Be honest and clear about: 

• What solution you can offer. 

• Any limitations or constraints based on company policy. 

Transparency (honesty) helps manage the customer's expectations and builds trust. 

 

Step 6: Empowerment of Frontline Staff 

Frontline staff (the ones who interact directly with guests) should be given the authority (empowered) 
to solve complaints on the spot within certain limits. This means: 

• They don't have to run to the manager for every small issue. 

• They can offer small compensations or adjustments immediately. 

This speeds up the complaint resolution process and impresses the guest. 

 

Step 7: Documentation and Analysis 

After resolving the complaint: 

• Write it down note the nature of complaint, action taken, and outcome. 

• Analyze complaint data regularly to find recurring (repeated) issues. 

• Use this data to make systemic improvements (fix the root cause permanently). 

 

By listening carefully and offering solutions within company policies, hospitality establishments can 
convert unhappy guests into satisfied and loyal customers. This also leads to: 

• Positive word-of-mouth (guests recommend the hotel to others). 

• Better online reviews and reputation. 

• Increased business and revenue. 
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EXERCISE — SESSION 1  

 

A. Fill in the Blanks  

 

1. Timely response to guest queries and complaints is essential to make guests feel valued and 
heard.   

2. Providing information about emergency services such as doctors and police is crucial for ensuring 
guest safety and convenience.   

3. Guest orientation sessions and digital concierge services are examples of providing tourist-
related information to guests.   

4. Collaborating with local authorities and service providers facilitates the provision of accurate and 
up-to-date information to guests.   

5. Active listening involves allowing the customer to express their grievances fully without 
interruption. 

6. Empathetic and professional communication helps in acknowledging customer concerns and 
expressing genuine interest.  

7. Offering solutions within company policies is essential to address customer concerns while 
maintaining transparency and trust.   

8. Documenting customer complaints allows for the analysis of patterns and trends in guest 
feedback.   

9. Repeat business reflects customer satisfaction and strengthens brand loyalty.   

10. Providing clear explanations of proposed solutions helps manage customer expectations and 
fosters confidence in the resolution process.   

 

 

B. Short Answer Type Questions  

 

Q. What are some examples of providing tourist-related information to guests? 

Ans. Tourist-related information can be provided through: Guest Welcome Packs (containing maps, 
emergency contacts, local attraction details), Front Desk Assistance (staff answering queries 
personally), Digital Concierge Services (through hotel apps or in-room tablets), Guest Orientation 
Sessions (brief welcome briefings on arrival), Signage and Information Boards in common areas, 
Printed brochures and online hotel websites, and Multilingual Support for foreign guests. 

 

Q. How can hospitality establishments empower frontline staff in handling customer 
complaints? 

Ans. Hospitality establishments can empower frontline staff by: (1) Giving them the authority to make 
certain decisions on their own without always consulting a manager for example, offering a 
complimentary service or a room upgrade to resolve a minor complaint. (2) Providing proper training 
on how to handle complaints, including role playing exercises. (3) Giving clear guidelines about what 
solutions are within their power to offer (e.g., a free meal, a discount). (4) Trusting them to use their 
judgment within defined boundaries. This helps in faster complaint resolution and leaves the guest 
feeling well taken care of. 
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Q. Why is it important for hospitality establishments to analyze complaint data regularly? 

Ans. Analyzing complaint data regularly is important because: (1) It helps identify recurring (repeated) 
issues for example, if 10 different guests in a week complain about slow room service, management 
can fix that specific problem. (2) It helps find the root cause of problems rather than just treating the 
symptoms. (3) It leads to systemic improvements permanent changes that prevent the same issues 
from happening again. (4) It shows the management where more staff training is needed. (5) It helps 
improve overall service quality, which leads to higher guest satisfaction and better reviews. 

 

Q. How does repeat business contribute to the success of hospitality establishments? 

Ans. Repeat business when satisfied guests return to the same hotel or travel company again 
contributes to success in several ways: (1) It reduces marketing costs because retaining an existing 
customer is cheaper than finding a new one. (2) It strengthens brand loyalty  guests become fans of 
the brand and choose it over competitors. (3) It contributes to long-term revenue growth since loyal 
guests spend more over time. (4) Satisfied returning guests often bring family and friends, expanding 
the customer base. (5) They leave positive reviews and recommendations online, which attracts new 
customers. Overall, repeat business is a sign that the establishment is consistently delivering 
excellent service. 

 

 

C. Long Answer Question 

 

Q. Explain the significance of active listening and empathy in handling guest queries and 
complaints effectively in the hospitality industry. 

 

Answer: 

In the hospitality industry, every guest interaction is an opportunity to create a positive experience. 
When guests raise queries or complaints, the way we respond can either strengthen or damage the 
relationship. Two of the most powerful tools a Customer Service Executive has are Active Listening 
and Empathy. 

 

Active Listening: 

Active listening means giving your complete and undivided attention to the person who is speaking. 
It is not just about hearing words it is about truly understanding what the guest is saying, including 
their emotions and unspoken concerns. 

In the hospitality context, active listening is significant because: 

1. Guests feel respected and valued when they are heard without being interrupted. This alone 
can reduce their frustration significantly. 

2. It helps the CSE understand the exact nature of the problem, avoiding misunderstandings 
that could lead to wrong solutions. 

3. It builds trust the guest sees that the staff genuinely cares about their concern. 

4. It allows the staff to gather all necessary details to resolve the issue effectively in one 
interaction, saving time for both the guest and the staff. 

5. It prevents the situation from escalating into a bigger conflict. 

Active listening involves making eye contact, nodding, paraphrasing what the guest says ("So what 
you're saying is..."), and encouraging them to share more details. These small actions make a big 
difference. 
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Empathy: 

Empathy means putting yourself in the guest's shoes understanding how they feel and why they feel 
that way. A guest who has had a bad experience may feel frustrated, disappointed, or even angry. 
Showing empathy means acknowledging these feelings without judgment. 

Empathy is significant in hospitality because: 

6. It immediately softens the guest's emotions. When a guest feels understood, they calm down 
and are more open to a solution. 

7. It shows the guest that they are dealing with a human who cares, not just a robot following 
rules. 

8. It makes the apology more genuine and meaningful, rather than just a formality. 

9. It helps in building a long-term relationship with the guest they are more likely to forgive a 
mistake when they feel the staff truly cared about them. 

10. It creates a positive emotional memory of the interaction, even if the original experience was 
negative. 

 

Active listening and empathy work together as a powerful combination. A CSE who listens actively 
and responds with empathy can turn even the most unhappy guest into a loyal customer. This not 
only benefits the guest but also enhances the reputation and business of the hospitality establishment. 
These are not just professional skills they are human qualities that make the difference between 
ordinary and extraordinary service. 

 

 

KEY POINTS TO REMEMBER  

 

• Always respond quickly to guest queries never make them wait. 

• Use Active Listening: listen fully, do not interrupt, show you understand. 

• Show Empathy: understand the guest's feelings and acknowledge them. 

• Provide accurate information about emergency services (doctor, police, chemist) and tourist 
attractions. 

• Use Welcome Packs, Digital Concierge Services, Information Boards, and Orientation 
Sessions to proactively share information. 

• Handle complaints with the steps: Listen → Acknowledge → Clarify → Offer Solution → Be 
Transparent → Document. 

• Always offer solutions within company policies do not make promises beyond your authority. 

• Document all complaints and analyze them to improve services. 

• A resolved complaint can create a loyal customer. 

 

 


