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APPENDIX

Appendix : Questionnaire Online
https://forms.qle/DQhZW AWK | XTzPyss9

_ [ Peanin sk Herdapet VX

€& > C @ docsgooglecom/forms/d/itdhYxTuHbkBeg)_22Yjnrug Y ¥ r a

a Pendaftaran untuk Mendapat Kaus [ e o . H ey

Pertanyaan  Jawaban @

3 jawaban E

Ringkasan Pertanyaan Individual

What is your name ?

3 jawaban

Hesty Afista Lestari
| Md Bayu Baskara

K teguh saputra giri

What is viir a-mail address ?
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Appendix 1 Questionnaire Online

_ B retanach s et 1 X

€& > C @ docsgooglecom/forms/d/itdhYxTuHbkBeg)_22Yjnrug Y- F r .,

What is your e-mail address ?

3 jawaban

hestyfistayepoyow@gmail.com
Bayuandikamade@gmail.com

Kteguh3s@gmail.com

Have you been handling the complaint in the restaurant/place you've worked?

3 jawaban

@ Yes
@ No
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Appendix 2 Questionnaire Online


https://forms.gle/DQhZWAwKjXTzPyss9

_ B pen stk | R

& > C @ docsgooglecom/forms/d/1tdhYxTuHbkBeg)_22Yj

x
igheBokY- £ * @ :
Mark the types of complaint you've handled ! LD

3 jawaban

Mechanical Complaint *Note
Mechanical Complaints is a| 3(100%)
complaint because the availabl
Attitudial Complaint *Note
Altitude Complaints are|
complaints due to bad attitudes
‘Service-reiated Complaint *Note

3(100%)

Service-related complaints are a|
type of quest complaint that oc
Unusual Complaint * Note : The|
unusual complaint, unusual 3(100%)
compiaint s a false complaint

3(100%)

Types of Mechanical Complaint you've handled ? (The example of mechanical complaint)
3 jawaban

Broken chairs

Ac doesn't cold enough
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€ > C @ docsgooglecom/forms/d/itdhYxTuHbkBeq) 22Y : * @ :

Please, list follow-up procedures and write the language expression used in handling the -
mechanical complaint !

gl Y-

3 jawaban

Listen to the guest complaint, apologize to the guest, give solution and follow up. | am sorry for the
inconvenience Sir/madam. Later we will pay more attention to the equipment.

Listen guest complaint, do apologize, lowering the temperature of the ac, follow up by ask the guest about
temperature ac is it cold enough or not. I'm sorry sir, we do not mean to make you discomfortable in our
room. Let me to lowering the temperature of the ac sir

Listen guest complaint and ask the problem, do apologize, give the solution. We are sorry for not notice the
broken equipment sir/madam. Allow me to change your chairs to the new ones.

Types of Attitudial Complaint you've handled ? (The example of attitudial complaint)
3 jawaban

Staff show sullen expression
Guest get lack of attention from the new trainee
PO -
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& > C @ docsgooglecom/forms/d/itdhYxTuHbkBeq) 22YjnrugheBokY- P * @ :

Types of Attitudial Complaint you've handled ? (The example of attitudial complaint)

3 jawaban

Staff show sullen expression

Guest get lack of attention from the new trainee

Please, list follow-up procedures and write the language expression used in handling the attitudial
complaint

3jawaban

Listen to the guest complaint, do apologize to the guest and teach the trainee about standard of service to
the guest. We do apologize for the inconvenience Sir/madam, thus making the situation discomfortable for
you. We promise we will teach the trainee about the standard of service to the guests. So later there is no
trainee doing lack of attention to the guest sir/madam

Listen guest complaint, empathy to the guest, service the guest with good attitude. Excuse me sir/madam i
notice you were disappointed about our unprofessional staff. We promise it never happened again.

Listen guest complaint, do apologize and show empathy to the guest, service properly. | am sorry for my
behavior that makes you less pleasing in your heart sir/madam.
We will do our best service in the future.
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Types of Service-related Complaint you've handled ? (The example of service-related complaint)

3jawaban

Late food arrival
Dirty cutlery

Food coming late

Please, list follow-up procedures and write the language expression used in handling the service-
related complaint

3jawaban

Listen to the guest complaint, do apologize, thank the guest for the complaint. I'm sorry sir/madam for the
late food arrival. It is not usually happened, hope you still excited

Listen guest complaint, check the cutlery, do applogize, give the solution (give new cutlery)

Listen guest complaint, apologize, ask the chef about food how long it will ready. | apologize for the
inconvenience sir/madam. The kitchen is busy. Please wait for five minutes | would like to check your food
with the chef. (7]
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Types of Unusual Complaint you've handled ? (The example of unusual complaint)
3 jawaban

Work accident (dropping a glass in front of the guest)

There is no place for smoking area

Guest booked table in non smoking area but got table with smoking area

Please, list follow-up procedures and write the language expression used in handling the unusual
complaint

3 jawaban

Do apologize to the guest and contact the manager that in charge at that time, help the guest while waiting
the manager. We apologize for this incident sir/madam. We do not mean to be unprofessional i promise i
would do my best in the next services

Listen guest complaint, do apologize, inform the guest the restaurant doesn't have smoking area. I'm sorry
sir/madam our restaurant doesn't have a special space for smoking area because our hotel only has an

indoor restaurant, and it is for a non smoking area

Listen guest complaint, do apologize, give new table with non smoking area. We do apologize sir /madam. { -
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& > C @ docs.googlecom/forms/d/itdhYxTuHbkBeg) 22YjnrugheBokY- P * @ :

There is no place for smoking area

Guest booked table in non smoking area but got table with smoking area

Please, list follow-up procedures and write the language expression used in handling the unusual
complaint

3jawaban

Do apologize to the guest and contact the manager that in charge at that time, help the guest while waiting
the manager. We apologize for this incident sir/madam. We do not mean to be unprofessional i promise i
would do my best in the next services

Listen guest complaint, do apologize, inform the guest the restaurant doesn't have smoking area. I'm sorry
sir/madam our restaurant doesn't have a special space for smoking area because our hotel only has an
indoor restaurant, and it is for a non smoking area.

Listen guest complaint, do apologize, give new table with non smoking area. We do apologize sir /madam.
There is miss between the and the waiter. Allow me to find your new table with a
non-smoking area for you Sir/Madam
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