APPENDICES



Appendix 1 Questionnaire

No | Procedure Done | Not | Language Expression
Done

1. | Hear the guest

(Listen carefully)

2. | Empathize

3. | Apologize

4. | Take proper
action and follow
up on guest’s

complaint

® Please write procedures with language expressions that you do, but not

stated above.
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Appendix 2 Questionnaire of Language Expressions Used in Handling Guest’s

Complaints By Respondent 1

No Procedure Language Expression

1. | Hear the guest - Alright sir/madam, | completely understand

] your problem.
(Listen carefully)

- | apologize for this mistake sir/madam

2. | Empathize - | understand this inconvenience during your stay
in our resort sir/madam.

3. | Apologize - | apologize for this inconvenience sir/madam, |
will give the best solution for you.

4. | Take proper action | - Thank you very much for bringing this issue to
and follow up on | our resort sir/madam, we make sure you will not
guest’s complaint | find this problem again in the future
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Appendix 3 Questionnaire of Language Expressions Used in Handling Guest’s

Complaints By Respondent 2

No Procedure Language Expression

1. | Hear the guest - Hmm | see your point sir/madam, | am sorry to

) hear that.
(Listen carefully)

2. | Empathize - | understand what do you feel right now
sir/madam, let me find some solution for you.

3. | Apologize - Please accept our apologies sir/madam.
Hopefully, we can give better service for you in
the next vacation, please come back again to our
resort.

4. | Take proper action | - We already fix the problem sir/madam, and we
and follow up on | hope you will be satisfied with our services.
guest’s complaint Please come back again to our resort, thank you
very much.
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Appendix 4 Questionnaire of Language Expressions Used in Handling Guest’s

Complaints By Respondent 3

No Procedure Language Expression
1. | Hear the guest - Alright I understand sir/madam, please tell me
) more about the problem.
(Listen carefully)

2. | Empathize - | will find some solution for you to fix this

problem sir/madam.

3. | Apologize - | apologize for this mistake sir/madam. We will

give you free breakfast as compensation.

4. | Take proper action | - Thank you for let us know about this problem
and follow up on | sir/fmadam, it is very beneficial for us to improve
guest’s complaint our services. \WWe make sure to make you enjoy and

happy to stay in our resort.
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