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Making It Right Activity Log

Date: _________________
At our Hotel, service to guests takes precedence over all other duties. Making It Right response time should not exceed 15 minutes. Follow our I Can Do It! Making it Right service recovery steps: Listen, apologize with empathy, find a solution and follow through. Remember the guest determines satisfaction.
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LISTEN
Give the guest your undivided attention

L]
APOLOGIZE WITH EMPATHY

Say “I'm sorry” and show understanding of the
situation from the guest's point of view.
Apologize - If at this point you know there is nothing you can
. do to recover the problem, be prepared to
with Empathy invoke the guarantee.
o[
FIND A SOLUTION

. F Find a solution as quickly as possible, or if a
Find a solution isn’t obvious, offer the guest some

Solution options that might satisfy him or her.
- If there are no solutions that satisfy the guest,

be prepared to invoke the guarantee.

L]

FOLLOW THROUGH
Do what you promise, and check to be sure you
have achieved 100% guest satisfaction.
L]

Find a Solution Using the Making It Right Decision Grid
The Making It Right Decision
Grid will help you use the
appropriate judgment when
choosing solutions to guest
problems.
The grid weighs the severity of

the problem, from the guest's
perspective, with the amount of
responsibility the hotel holds in
creating the problem — also
from the guest's perspective.
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Listen Give the guest your undivided attention.

Apologize with Empathy Say “I’m sorry” and show understanding of the situation from the guest’s point of view. If at this point you know there is nothing you can do to recover from the problem, invoke the guarantee.
Find a Solution Find a solution as quickly as possible, or if a solution isn’t obvious, offer the guest some options that might satisfy him or her. If there are no solutions that satisfy the guest, invoke the guarantee.

Follow Through Do what you promised, and check to be sure you have achieved 100% guest satisfaction.

Use this form to record your actions and retain copies for management review.
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