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[bookmark: _heading=h.mcuhbnrq4lwl]Introduction
Customer complaints are inevitable in the restaurant industry, but how you respond can be the difference between losing a guest forever and earning their loyalty for life. In today's connected world, a single unaddressed complaint on social media can reach thousands of potential customers within hours — while a thoughtful, professional response to the same complaint can build your reputation just as powerfully.
This guide provides restaurant managers, owners, and front-line staff with professional, empathetic, and action-oriented response templates for every major complaint scenario, across both social media and direct communication channels. It is designed for use across international markets and applies to restaurants, hotels, cafes, catering operations, and any professional food service environment.
Every response template in this guide follows the proven AAAA formula:
· Acknowledgment — recognise the guest's experience without deflecting
· Accountability — take responsibility clearly and without making excuses
· Action — explain specifically what you are doing or have done
· Appreciation — thank the guest for giving you the opportunity to improve
A note on personalisation: These templates are starting points, not scripts. Always adapt the language, tone, and offers to reflect your restaurant's brand voice. A response that sounds copied from a template will do more harm than good — guests can tell. The goal is for every response to feel like it was written by a real person who genuinely cares.
A note on legal risk: For complaints involving illness, injury, discrimination, or harassment, always consult your legal counsel or insurer before making any written admissions of liability or financial commitments. The templates in this section are guides only, and wording should be reviewed against your local legal requirements before sending.


Platform Guide — Know Your Channel:
· Google Reviews: Highest priority. Google reviews directly affect your search ranking and are often the first thing a potential guest reads. Respond to every review, positive and negative, within 24 hours.
· TripAdvisor: Highly indexed by search engines. Tone should be slightly more formal as responses are often read by travellers who have never visited before.
· Facebook: Semi-public. Responses are visible to followers. Move sensitive conversations to DM or phone quickly.
· Instagram: Complaints in comments should be acknowledged briefly and moved to DM immediately. Never argue publicly in comments.
· Yelp: Particularly influential in North American markets. Yelp has specific guidelines on how businesses can respond — keep responses factual and avoid defensive language.
· X (formerly Twitter): Fast-moving platform. Response time expectations are shorter — aim for within 1–2 hours during operating hours. Keep public responses brief and move to DM.
· WhatsApp / Direct message: A more personal channel. Match the guest's tone. Can be slightly warmer and less formal than email.
[bookmark: _heading=h.e9wvsanja10q]1. Cold or Undercooked Food
Social Media Response
Platform: Facebook, Instagram, Google Reviews, Yelp, TripAdvisor
Hi [Customer Name], thank you for letting us know — we're truly sorry your meal was served [cold/undercooked]. This falls well below the standards we hold ourselves to, and we've shared your feedback directly with our kitchen team. We'd love the opportunity to make this right. Please send us a DM or call us at [phone number], and our manager will personally arrange a complimentary replacement meal for you. We appreciate your honesty — it helps us improve. — [Restaurant Name] Management





In-House Response (Email/Direct)
Subject: We're Making This Right — Your Experience Matters to Us
Dear [Customer Name],
Thank you for choosing [Restaurant Name] and for taking the time to share your feedback. We sincerely apologise that your meal was served [cold/undercooked] — this falls well below the culinary standards we have built our reputation on, and we understand how disappointing that must have been, particularly when you were looking forward to a quality dining experience.
Your feedback was shared immediately with our executive chef and kitchen management team. We take food quality and temperature control seriously, and your experience tells us that something in our process failed on this occasion.
Steps We Have Taken:
· Kitchen team briefed on your specific feedback
· Temperature check protocols reviewed and reinforced at every pass
· Quality control checkpoints were enhanced between the kitchen and the front of house
· The specific dish you ordered has been reviewed by our head chef
We would be honoured to welcome you back as our guest for a complimentary meal — including a starter and dessert of your choice — so we can show you the quality of food and service you should have received from the start.
Please contact me directly at [manager's direct phone/email] at your convenience, and I will personally ensure your next visit exceeds your expectations. I will also be present during your meal to make sure everything meets our highest standards.
Thank you for giving us the opportunity to earn back your trust. We hope to see you again soon.
Warmest regards,
[Your Name] [Manager Title] [Restaurant Name] [Direct Contact Information]

[bookmark: _heading=h.g2mdahh38hna]
[bookmark: _heading=h.mtg18yuvqdjm]2. Poor Service from Staff
Social Media Response
Platform: Facebook, Instagram, Google Reviews, Yelp, TripAdvisor
Hi [Customer Name], we're truly sorry about the service you experienced during your visit. This is not the standard of hospitality we expect from our team, and it's not the experience you deserved. Our management is addressing this directly. Please DM us or call [phone] — we'd like to invite you back so we can show you the level of service you should have received. — [Restaurant Name] Team
In-House Response (Email/Direct)
Subject: Your Service Experience — We're Taking Immediate Action
Dear [Customer Name],
Thank you for visiting [Restaurant Name] and for taking the time to share this feedback. Please accept our sincere apologies — the service you experienced falls far short of the hospitality standards we are committed to upholding, and we are genuinely sorry that your visit was affected by this.
Exceptional service is not just a goal for us — it is fundamental to who we are as a restaurant. I want you to know that your specific concerns have been taken seriously and addressed directly with our service team.
Corrective Steps Taken:
· Your feedback has been shared personally with the team member involved and addressed through individual coaching
· A refresher session on our service standards has been completed with the full front-of-house team
· Enhanced service monitoring has been implemented during peak periods
· Our service standards checklist has been reviewed and updated
We would be grateful for the opportunity to restore your confidence in us. I would like to personally invite you back for a complimentary dining experience, where I will be present to ensure you receive the attentive, professional service that should define every visit to our restaurant.


Your return visit will include:
· Reserved seating at your preferred time
· Personal attention from one of our most experienced servers
· Complimentary starter and dessert
· Direct access to management throughout your meal
Please reach out to me directly at [manager contact info], and I will make all the arrangements personally.
Thank you for holding us accountable to our own standards — it makes us better.
Sincerely,
[Your Name] [Manager Title] [Restaurant Name] [Direct Contact Information]
[bookmark: _heading=h.pzj1zz1ctm1e]3. Long Wait Times
Social Media Response
Platform: Facebook, Instagram, Google Reviews, Yelp, TripAdvisor
Hi [Customer Name], we sincerely apologise for the long wait during your visit. Your time is valuable, and we did not respect that — that's on us. We're reviewing our service flow and staffing to make sure this doesn't happen again. Please DM us or call [phone] — we'd like to offer you priority seating and a complimentary item on your next visit as a small gesture of apology. Thank you for your patience. — [Restaurant Name] Management
In-House Response (Email/Direct)
Subject: We Value Your Time — And We Let You Down
Dear [Customer Name],
Thank you for your patience during your recent visit to [Restaurant Name], and for taking the time to share your experience. We sincerely apologise for the extended wait time — we know that your time is valuable, and we failed to respect that on this occasion.
Long waits are frustrating and completely contrary to the smooth, enjoyable experience we want every guest to have. When you choose to dine with us, you are investing both your money and your time — and we did not honour that investment.
Improvements We Are Making:
· Staffing levels during peak periods were reviewed and adjusted
· Kitchen preparation processes streamlined for high-demand items
· Reservation and table management system enhanced
· Real-time wait communication protocols introduced — guests will now be updated proactively if delays are expected
· Server efficiency training completed
· Floor manager check-ins are introduced at regular intervals during service
As a genuine apology, we would like to offer you:
· Priority seating with a confirmed reservation time on your next visit
· Complimentary starter and dessert
· Our commitment to proactive communication — if there is ever a delay, you will be told immediately and honestly. 
· Direct line to management for any future bookings
Please note: A "complimentary meal if you wait over 30 minutes" type guarantee should only be included in your response if your restaurant has formally adopted this policy and your operations can reliably support it. Overpromising and underdelivering is more damaging than the original complaint.
Please contact me at [contact info] so I can arrange this personally and ensure your next experience with us is seamless from the moment you arrive.
We appreciate your understanding and very much look forward to welcoming you back.
Best regards,
[Your Name] [Manager Title] [Restaurant Name] [Direct Contact Information]
[bookmark: _heading=h.z4jtsjmkgctr]4. Cleanliness Issues
Social Media Response
Platform: Facebook, Instagram, Google Reviews, Yelp, TripAdvisor
Hi [Customer Name], we're deeply sorry about what you encountered. Cleanliness is non-negotiable for us, and we clearly fell short. This has been addressed with our team immediately, and additional inspection checks have been put in place. Please DM us or call [phone] — we'd like to invite you back to show you the standard you should always expect from us. — [Restaurant Name] Management

In-House Response (Email/Direct)
Subject: Cleanliness Standards — We Fell Short, and We're Sorry
Dear [Customer Name],
Thank you for bringing this to our attention. Please accept our sincere and unreserved apologies — maintaining impeccable cleanliness and hygiene is absolutely non-negotiable in our establishment, and we clearly failed you during your visit.
Cleanliness is not simply about meeting health regulations. It is about respect for our guests, pride in our environment, and the basic standard every person who walks through our doors deserves. What you experienced should never happen, and we take full responsibility.
Immediate Actions Taken:
· The specific area you mentioned has been deep-cleaned and sanitised
· All housekeeping and maintenance staff have been rebriefed on cleaning standards
· Hourly cleanliness inspection schedule implemented
· Enhanced cleaning checklists introduced for all guest-facing areas
· A professional third-party cleaning service has been engaged
· Management walk-throughs increased in frequency throughout service
We would be grateful for the opportunity to show you the true standard of our establishment. Please allow us to invite you back as our guest for a complimentary meal in a properly maintained environment — we want you to see what we are actually capable of and what you should always experience here.
Your return visit will include:
· A personal welcome from management
· Reserved seating in our best dining area
· Complimentary meal for you and a guest
· Direct access to management throughout your visit
Please contact me directly at [manager contact] so I can follow up, address any remaining concerns, and ensure your confidence in us is fully restored.
Thank you for helping us maintain the standards our guests deserve.
Most respectfully,
[Your Name] [Manager Title] [Restaurant Name] [Direct Contact Information]
[bookmark: _heading=h.ckz4wshy4wuh]5. Incorrect or Missing Order Items
Social Media Response
Platform: Facebook, Instagram, Google Reviews, Yelp, TripAdvisor
Hi [Customer Name], we're sorry about the error with your order — accuracy matters, and we let you down. We're reviewing our verification process immediately. Please DM us your order details or call [phone] — we'll arrange an immediate replacement or refund, plus a complimentary item on your next visit. Thank you for bringing this to us. — [Restaurant Name] Team
In-House Response (Email/Direct)
Subject: Your Order — We Got It Wrong, and We're Making It Right
Dear [Customer Name],
Thank you for your recent visit to [Restaurant Name] and for letting us know about the issue with your order. We sincerely apologise that your order was [incorrect/incomplete] — order accuracy is fundamental to a good dining experience, and we let you down at a moment that mattered.
Whether you were dining in or ordering for collection or delivery, receiving the wrong item — or not receiving something you paid for — is frustrating and completely avoidable. We are sorry it happened.
Process Improvements Implemented:
· Order verification procedures between servers and the kitchen have been strengthened
· A customer read-back protocol has been introduced at the point of ordering
· Kitchen ticket double-check system reviewed and reinforced
· Staff training on order accuracy completed
· Digital tracking system reviewed to reduce the risk of items being missed



To make this right immediately:
Please contact us at [phone/email] with your order details, ails and we will provide:
· A full replacement order at no charge, or a full refund if you prefer
· Expedited preparation if you are collecting or dining in
· Complimentary items of yo, ur choice as a gesture of goodwill
· Credit toward your next visit
Please reach out to me directly at [manager contact info] — I want to resolve this for you personally and make sure your next experience is exactly what it should be.
Thank you for your patience, and we look forward to getting it right.
Best regards,
[Your Name] [Manager Title] [Restaurant Name] [Direct Contact Information]
[bookmark: _heading=h.gpzeabfx1nc1]6. Allergy or Dietary Restriction Issues
Social Media Response
Platform: Facebook, Instagram, Google Reviews, Yelp, TripAdvisor
Hi [Customer Name], we are deeply sorry and take full responsibility for failing to properly manage your allergy or dietary requirement. Your safety is our absolute priority, and we let you down. This has been escalated immediately to our senior management and kitchen team. Please call us directly at [phone] right away — we need to speak with you personally. — [Restaurant Name] Management
In-House Response (Email/Direct)
Subject: Your Safety Is Our Priority — We Failed You, and We Are Profoundly Sorry
Dear [Customer Name],
Thank you for bringing this extremely serious matter to our attention. We offer our deepest and most sincere apologies for failing to properly accommodate your [allergy/dietary restriction]. Your health and safety are our absolute highest priority, and on this occasion, we failed completely in that duty of care.
There is no acceptable excuse for this. We take full responsibility.
If you have experienced any adverse reaction or health symptoms, please seek medical attention immediately if you have not already done so. Please also keep a record of any medical visits or documentation, as we will cover any medical costs directly related to this incident. Do not hesitate to contact us at any time — day or night — at [emergency contact number].
Immediate Actions Taken:
· Full review of allergy protocols completed with all kitchen and front-of-house staff
· Communication procedures between FOH and BOH regarding allergen orders were strengthened
· A new allergen alert system has been introduced at the point of ordering and on all kitchen tickets
· A food safety specialist consulted
· Menu labelling and preparation procedures were reviewed and updated
· Dedicated allergen-safe preparation of areas established or reinforced
· Management sign-off is now required before any allergy-flagged dish leaves the kitchen
Important legal note for managers: In many countries, failing to correctly manage a declared food allergy is a criminal offence under food safety legislation, not just a customer service failure. In the EU, this falls under the EU Food Information for Consumers Regulation (EU FIR 1169/2011), in the UK under the Food Information Regulations 2014 (Natasha's Law), and in Australia under the F, SANZ Standard 1.2. the 3, and in the USA under FDA food labelling requirements. Ensure this incident is documented internally and reviewed by your legal or food safety advisor, particularly if the guest experienced a physical reaction.
Given the severity of this situation, we would like to offer:
· A full refund for your entire visit
· A personal meeting with our head chef and manager to walk through the specific measures now in place for your future visits
· A dedicated allergen-safe dining experience, arranged in advance with full menu planning
· Direct management contact for all future visits
Please contact me directly and immediately at [manager's contact info]. This incident will result in lasting changes to how we handle dietary requirements, and I want to speak with you personally.
Thank you for trusting us with this critical feedback.
With profound apologies and full accountability,
[Your Name] [Manager Title] [Restaurant Name] [Direct Contact Information] [Emergency Contact Number]
[bookmark: _heading=h.kn8yfilfsift]7. Billing Errors or Overcharges
Social Media Response
Platform: Facebook, Instagram, Google Reviews, Yelp, TripAdvisor
Hi [Customer Name], we sincerely apologise for the billing error — this has been corrected, and your refund is being processed. We're reviewing our billing procedures to prevent this from happening again. Please DM us or call [phone] — we'd also like to offer you a complimentary item on your next visit as a gesture of goodwill. Thank you for letting us know. — [Restaurant Name] Management
In-House Response (Email/Direct)
Subject: Billing Error Resolved — Our Sincere Apologies
Dear [Customer Name],
Thank you for bringing this billing discrepancy to our attention. We sincerely apologise for the error on your recent bill — accuracy in billing is fundamental to the trust our guests place in us, and we made an unacceptable mistake.
Resolution Details:
· The overcharge of [currency symbol][amount] has been corrected
· Your refund will appear within [X] business days, depending on your bank or card provider
· A confirmation with full transaction details has been sent separately
· Our accounts team has been notified to expedite the processing
Prevention Measures:
· Point-of-sale system reviewed and updated
· Additional cashier training on billing accuracy completed
· Receipt verification procedures enhanced
· Management approval required for all billing adjustments
· End-of-day billing audit procedures strengthened

Note for managers: Billing errors — even small ones — can seriously undermine guest trust, particularly in markets where tipping or service charges are added automatically. Always ensure your response confirms the exact amount being refunded and the timeline clearly, rather than leaving the guest uncertain.
As a gesture of goodwill for the inconvenience:
· [X]% discount on your next visit
· Complimentary starter or dessert
· Priority seating and service
· Direct contact for any future billing queries
Please contact me at [manager's contact info] if the refund does not appear within the stated timeframe, if you need documentation for your records, or if there is anything else I can help with.
Thank you for your understanding.
Sincerely,
[Your Name] [Manager Title] [Restaurant Name] [Direct Contact Information]
[bookmark: _heading=h.ep1py276tp1j]8. Unprofessional Staff Behaviour
Social Media Response
Platform: Facebook, Instagram, Google Reviews, Yelp, TripAdvisor
Hi [Customer Name], we are deeply sorry about the behaviour you experienced from a member of our team. This is completely unacceptable and contrary to our values. The situation has been addressed directly and immediately. Please DM us or call [phone] — we'd like to personally invite you back so you can experience the respectful, warm service you should always receive from us. — [Restaurant Name] Management
In-House Response (Email/Direct)
Subject: Unacceptable Behaviour — We Are Taking Immediate and Serious Action
Dear [Customer Name],
We are deeply sorry and genuinely embarrassed that you encountered unprofessional behaviour from a member of our team during your visit. This conduct is completely contrary to the values we hold at [Restaurant Name], and we sincerely apologise for the disrespect and poor treatment you experienced.
Every guest who walks through our doors deserves to be treated with dignity, warmth, and professionalism — without exception. We failed that standard, and we take full responsibility.
Immediate Actions Taken:
· The situation has been addressed directly and personally with the individual involved
· Formal disciplinary procedures have been initiated in line with our HR policy
· A full team refresher on guest interaction standards and professional conduct has been completed
· Enhanced management supervision during all service periods has been implemented
· Our guest feedback monitoring system has been reviewed and strengthened
· A mystery shopper programme has been introduced to provide ongoing quality oversight
Our Commitment Going Forward:
· Regular customer service training will now be embedded into our staff calendar
· Staff performance reviews will specifically evaluate guest interaction and professionalism
· Clear consequences for unprofessional behaviour have been communicated to all team members
· Management presence on the floor during all service periods has been increased
We would be deeply honoured if you would allow us to demonstrate the warm, respectful, professional service that should define every single visit to our restaurant. I would like to personally invite you back for a complimentary dining experience, and I will be present throughout to ensure you receive the standard you deserve.
Your return visit will include:
· A personal welcome from management
· Reserved seating in our finest area
· Complimentary meal for you and a guest
· A dedicated, experienced server
· My direct attention throughout your visit
Please contact me at [manager's contact info] so I can make these arrangements personally and offer you a sincere apology in person.
Thank you for holding us to our own values.
Most respectfully,
[Your Name] [Manager Title] [Restaurant Name] [Direct Contact Information]
[bookmark: _heading=h.25avcnvx2dhr]9. Noisy or Disruptive Atmosphere
Social Media Response
Platform: Facebook, Instagram, Google Reviews, Yelp, TripAdvisor
Hi [Customer Name], we apologise for the disruptive atmosphere during your visit — creating a comfortable environment for every guest is important to us, and we clearly missed the mark. We're reviewing our atmosphere management practices. Please DM us or call [phone] — we'd love to reserve a quieter table and offer a complimentary item for your next visit. — [Restaurant Name] Team
In-House Response (Email/Direct)
Subject: Your Dining Environment — We Hear You, and We're Improving
Dear [Customer Name],
Thank you for sharing this feedback about your recent visit. We sincerely apologise that [excessive noise/disruptive guests/loud music] affected your experience and prevented you from enjoying the comfortable, relaxed dining environment you came looking for.
A restaurant should be a place where you can enjoy good food, easy conversation, and a sense of ease. We did not deliver that for you, and we take that seriously.
Atmosphere Improvements We Are Making:
· Music volume levels were reviewed and adjusted for different times of service and different areas of the restaurant
· Seating arrangements updated to create quieter zones, particularly for guests dining for longer periods or celebrating special occasions
· Guest conduct management policies are reviewed and reinforced
· Sound-dampening improvements are being assessed for the dining room
· Staff training on atmosphere monitoring and proactive guest management was completed
· Designated quieter dining sections introduced or expanded during peak hours


Note for managers: If the noise was caused by other guests rather than the restaurant itself, the response should acknowledge this honestly without deflecting blame. Something like: "While the energy that evening was outside our direct control, we recognise that we have a responsibility to manage the environment for all our guests, and we should have done more." Guests appreciate honesty.
We would appreciate the opportunity to give you the experience you deserve:
· Reserved seating in our quietest section, confirmed in advance
· Our personal commitment to monitoring the atmosphere throughout your visit
· Complimentary starter or dessert
· Flexible reseating if the environment is not to your satisfaction on arrival
· Management oversight of the dining room throughout your meal
Please contact me at [manager's contact info], and I will personally ensure your next visit provides the relaxed, comfortable experience you were looking for.
Thank you for helping us create a better environment for all our guests.
Best regards,
[Your Name] [Manager Title] [Restaurant Name] [Direct Contact Information]
[bookmark: _heading=h.pqm8slfg8b7s]10. Poor Ingredient Quality
Social Media Response
Platform: Facebook, Instagram, Google Reviews, Yelp, TripAdvisor
Hi [Customer Name], we're truly sorry about the quality of what was served to you. Fresh, high-quality ingredients are the foundation of everything we do — and we clearly fell short of that standard. We're reviewing our sourcing and quality control immediately. Please DM us or call [phone] — we'd like to provide a full replacement meal and invite you back for a complimentary visit. Thank you for holding us to the standard we should always meet. — [Restaurant Name] Management
In-House Response (Email/Direct)
Subject: Ingredient Quality — We Did Not Meet Our Own Standards
Dear [Customer Name],
Thank you for alerting us to the quality issue with your meal. We offer our sincere apologies — fresh, high-quality ingredients are the absolute foundation of everything we serve, and we let you down with a dish that fell far below the standard we have set for ourselves and that you have every right to expect.
This is unacceptable, and it contradicts the reputation we have worked hard to build.
Quality Control Measures Implemented:
· All supplier relationships are reviewed against our quality standards
· Incoming delivery inspection procedures strengthened — all produce and proteins are now checked against specification on arrival.
· Storage and stock rotation protocols updated
· Daily quality checks by the head chef and management were reinstated
· Supplier accountability reviews scheduled
· New quality assurance checkpoints were introduced at each stage of kitchen preparation
· Staff retrained on ingredient quality identification and when to escalate concerns
To make this right immediately:
· Full refund for your meal
· A full replacement meal prepared with our finest current ingredients
· Significant credit toward your next visit
· Personal preparation oversight by our head chef for your next visit
We would also welcome the opportunity to show you our genuine standards:
· A complimentary chef's tasting experience featuring our best seasonal ingredients
· The opportunity to meet our head chef and discuss our sourcing philosophy
· Priority access to seasonal specials and premium dishes
· A direct line to management for any future quality concerns
Please contact me directly at [manager's contact info] with your order details so we can resolve this promptly and restore your confidence in our food.
Thank you for demanding the excellence you deserve.
Sincerely,
[Your Name] [Manager Title] [Restaurant Name] [Direct Contact Information]

[bookmark: _heading=h.iqatff4xsa7m]
[bookmark: _heading=h.we3njb7fc59r]11. Food Poisoning or Illness Claims
Social Media Response
Platform: Facebook, Instagram, Google Reviews, Yelp, TripAdvisor
Hi [Customer Name], we are deeply concerned about your health and take this matter with the utmost seriousness. Please call us directly at [phone] or DM us immediately — our senior management team needs to speak with you personally. Your well-being is our absolute priority, and we are committed to investigating this thoroughly. — [Restaurant Name] Management
In-House Response (Email/Direct)
Subject: Urgent — Your Health and Well-being: We Are Taking Immediate Action
Dear [Customer Name],
We are deeply concerned to learn about your illness following your visit to [Restaurant Name], and we take this matter with the highest level of seriousness. The health and safety of every guest who dines with us is our paramount responsibility.
Your health comes first. If you have not already done so, please seek medical attention immediately. Please retain any medical documentation, as we will cover costs directly related to this incident. You can reach us at any time — including outside business hours — at [emergency contact number].
Immediate Actions Launched:
· A full internal investigation into food preparation and storage for your visit date has been initiated
· All food safety protocols have been reviewed with the kitchen team
· Ingredients and supplies from the relevant service period have been inspected and isolated where necessary
· A food safety specialist has been consulted
· Full documentation of all procedures is underway for thorough analysis




Investigation Process — We Are Reviewing:
· All food preparation and temperature logs from your visit date
· Cold chain and storage temperature records
· Staff health and fitness-to-work records for that day
· Supplier chain and delivery records
· Kitchen sanitation and cleaning logs
· Full service timeline reconstruction
Important note for managers: Food poisoning complaints carry significant legal, regulatory, and reputational risk. In most international jurisdictions, you are legally required to report suspected food poisoning outbreaks to your local environmental health or food safety authority — this is not optional. Do not make any written admission of liability in your initial response. Immediately contact your insurer and legal advisor. Document everything. If multiple guests report illness from the same service period, treat this as a potential outbreak and notify authorities without delay. In the EU, this falls under EFSA and national food safety authority reporting obligations; in the UK under the Food Safety Act and local authority environmental health; in the USA under FDA and local health department requirements; in Australia under FSANZ and state health authorities.
I need to speak with you directly as soon as possible to gather more information, ensure you are receiving proper care, and keep you updated on our investigation. Please contact me at [manager's contact info] or [emergency number] at any time.
We are committed to getting to the bottom of this and to ensuring it never happens again.
With sincere concern for your well-being,
[Your Name] [Manager Title] [Restaurant Name] [Direct Contact Information] [Emergency Contact Number]
[bookmark: _heading=h.25202fx54ap7]12. Discrimination or Harassment Claims
Social Media Response
Platform: Facebook, Instagram, Google Reviews, Yelp, TripAdvisor
Hi [Customer Name], we are profoundly sorry and deeply disturbed by what you experienced. Discrimination and harassment have no place in our establishment — not under any circumstances. This is being investigated at the highest level immediately. Please contact our manager directly at [phone] — we need to speak with you personally and take the appropriate action. — [Restaurant Name] Management

In-House Response (Email/Direct)
Subject: Urgent — Discrimination/Harassment: Zero Tolerance Response
Dear [Customer Name],
We are profoundly sorry and deeply disturbed to learn about the experience you had at [Restaurant Name]. The behaviour you have described is completely unacceptable, violates our core values, and has absolutely no place in our establishment or in any professional environment.
Our Values: [Restaurant Name] is unconditionally committed to providing a safe, welcoming, and respectful environment for every guest, regardless of race, ethnicity, nationality, gender, gender identity, religion, sexual orientation, age, disability, or any other characteristic. Discrimination, harassment, and disrespectful treatment of any kind are not tolerated — full stop.
Immediate Actions Taken:
· A formal investigation has been launched at the highest level of management
· The incident has been fully documented
· All staff involved have been suspended from service pending the outcome of the investigation
· Our HR and legal advisors have been notified
· A review of all anti-discrimination policies, training records, and reporting mechanisms has been initiated
· Enhanced diversity and inclusion training has been scheduled for the full team
Our Zero Tolerance Policy:
· Any team member found to have engaged in discriminatory or harassing behaviour will face immediate disciplinary action, up to and including termination
· Clearer and more accessible internal reporting channels for future incidents are being established
· Regular training on inclusive service, unconscious bias, and respectful conduct will be embedded into our staff development programme.
· Consistent consequences for any violations of our equality standards have been reinforced.
Important note for managers: Depending on your jurisdiction, a guest who has experienced discrimination or harassment may have legal recourse under consumer protection, equality, or human rights legislation. In the EU, this falls under the Equal Treatment Directive; in the UK, under the Equality Act 2010; in the USA, under applicable state and federal civil rights laws; in South Africa, under the Promotion of Equality and Prevention of Unfair Discrimination Act; in Australia, under the Racial Discrimination Act and other state-based legislation. Consult your legal counsel before responding in writing, and never minimise, dismiss, or seek to negotiate away a discrimination complaint without proper legal advice.
This incident is being treated with the absolute highest priority. I need to speak with you directly and personally to understand exactly what happened, ensure a proper investigation takes place, and discuss how we will make this right.
Please contact me at [manager's contact info] or [senior executive contact] at any time. If you would prefer to meet in person at a time and place convenient to you, I am fully available for that.
We are committed to ensuring this never happens again — and to being the kind of establishment where every person is treated with dignity and respect from the moment they arrive.
With sincere apologies and an absolute commitment to action,
[Your Name] [Manager Title] [Restaurant Name] [Direct Contact Information] [Senior Executive Contact Information]
[bookmark: _heading=h.20zc3znpuizg]13. Delivery or Takeaway Complaints Social Media Response
Platform: Facebook, Instagram, Google Reviews, Yelp, third-party delivery platforms
Hi [Customer Name], we're really sorry about your delivery experience — whether it was late, damaged, or incorrect, this isn't the standard we want you to receive. Please DM us or contact us at [phone/email] with your order details, and we'll arrange a replacement, refund, or credit right away. We appreciate you letting us know. — [Restaurant Name] Team

In-House Response (Email/Direct)
Subject: Your Delivery Order — We're Sorting This Out Right Away
Dear [Customer Name],
Thank you for reaching out about your recent delivery order from [Restaurant Name]. We're sorry that your experience did not meet the standard you should expect from us, whether the issue was a late delivery, incorrect items, damaged packaging, or food that did not arrive in the right condition.
We understand that delivery orders are often placed when you cannot come to us in person, and when things go wrong with a delivery, you're left with limited options to resolve it quickly. We want to fix that for you immediately.
Please let us know which applies:
· Late or non-arrival of your order
· Incorrect items received
· Missing items from your order
· Food arrived cold or in poor condition
· The packaging was damaged
Depending on the issue, we will provide a full replacement, a refund to your original payment method, or account credit — whichever you prefer.
For orders placed through a third-party delivery platform (e.g., Uber Eats, Deliveroo, DoorDash, Mr D, Bolt Food, Talabat, Swiggy, or similar): please also report the issue through the platform directly, as they have their own resolution process and may be able to issue a refund immediately. We are in contact with our delivery partners and use all feedback to improve.
Steps We Are Taking to Improve Delivery Standards:
· Packaging quality reviewed and upgraded for transit resilience
· Temperature retention solutions reviewed for longer delivery routes
· Order accuracy check introduced at the point of handover to the driver
· Delivery partner communication protocols improved
· Cut-off radii and delivery time estimates reviewed for accuracy
Please contact me directly at [manager contact info] with your order number, and I will personally resolve this for you without delay.
Thank you for your patience.
Best regards,
[Your Name] [Manager Title] [Restaurant Name] [Direct Contact Information]

[bookmark: _heading=h.1hk9ohz5ez8w]14. Reservation or Booking Problems 
Social Media Response
Platform: Facebook, Instagram, Google Reviews, Yelp, TripAdvisor
Hi [Customer Name], we are truly sorry about the problem you experienced with your reservation. Losing a booking — especially for a special occasion — is completely unacceptable, and we let you down. Please DM us or call [phone] so we can make this right personally. — [Restaurant Name] Management
In-House Response (Email/Direct)
Subject: Your Reservation — We Are Deeply Sorry for What Happened
Dear [Customer Name],
We are sincerely sorry about the issue you experienced with your reservation at [Restaurant Name]. Whether your booking was lost, your table was not ready on arrival, you were given the wrong date or time, or you were turned away despite having a confirmed reservation — none of this is acceptable, and we understand how frustrating and disappointing this must have been, particularly if this was a special occasion.
Immediate Steps Taken:
· Our reservation and booking system has been reviewed, and the specific failure has been identified
· The team has been rebriefed on confirmation and follow-up protocols
· A double-confirmation process for all reservations is now in place
· Walk-in and reservation management procedures have been reviewed to prevent overbooking
What We Would Like to Do:
We would like to invite you back as our priority guest for a complimentary dining experience, arranged entirely around your schedule. I will personally oversee your booking from confirmation through to your departure, and you will receive the full, special-occasion experience you should have had the first time.
Please contact me directly at [manager contact info] so I can arrange everything personally and make sure nothing is left to chance.

We are truly sorry for letting you down, and we hope you will give us the chance to make it right.
Warmest regards,
[Your Name] [Manager Title] [Restaurant Name] [Direct Contact Information]
[bookmark: _heading=h.9q4xfjbuqvnp]15. Handling a Fake or Malicious Review 
This section does not include a response template, because the way you respond to a suspected fake or malicious review is different from responding to a genuine complaint — and getting it wrong can make things significantly worse.
How to identify a potentially fake or malicious review:
· The reviewer has no other reviews or has a history of leaving one-star reviews for many unrelated businesses
· The review contains no specific details about a visit (no date, no dish, no server name)
· The language is disproportionately extreme for the complaint described
· You have no record of the described visit in your reservation or POS system
· The review appears shortly after a dispute with a former employee, competitor, or known individual
How to respond:
Even if you are confident the review is fake, respond calmly and professionally. Your response is public and will be read by genuine potential guests.
Example response:
"Thank you for your feedback. We take all guest experiences very seriously and would very much like to speak with you directly to understand what happened. We have checked our records and are unable to find a visit matching the details described. We would welcome the opportunity to look into this further — please contact us directly at [phone/email] so we can investigate properly. We are committed to resolving any genuine concern."
What not to do:
· Do not accuse the reviewer publicly of lying
· Do not respond with anger or frustration, even if it is warranted
· Do not ignore it — silence looks like an admission
How to report it:
Most platforms allow businesses to flag reviews for investigation. On Google, flag the review using the "Report Review" option and explain why it violates their policies. On Yelp, use the "Report This Review" function. On TripAdvisor, use the Management Response Centre to flag it. Results are not guaranteed, but repeated reports can lead to removal.
[bookmark: _heading=h.z240vg1krfr1]Quick Reference Guide
[bookmark: _heading=h.q15ocqcc21sd]Platform Response Time Targets
· Google Reviews: Within 24 hours — always
· TripAdvisor: Within 24–48 hours
· Facebook: Within 2–4 hours during operating hours
· Instagram: Within 1–2 hours — acknowledge publicly, move to DM
· X (formerly Twitter): Within 1–2 hours during operating hours
· Yelp: Within 24 hours
· Email/Direct: Within 24 hours maximum; within 4 hours for urgent matters (illness, allergy, harassment)
· Delivery platforms: Within 2 hours, where possible — guests in these situations often want a fast fix, not a long response
[bookmark: _heading=h.6fx0a2yaks74]Social Media Response Best Practices
· Keep it concise — your public response should acknowledge, apologise briefly, and redirect to a private channel. It does not need to solve everything publicly.
· Respond quickly — speed of response is noticed and appreciated, even if the full resolution takes longer.
· Always take it offline — provide a phone number or DM option for every complaint.
· Stay professional — regardless of how harsh or unfair the complaint feels, your response reflects your brand to everyone who reads it.
· Name yourself — ending with "— [Your Na.me], [Restaurant Name] Management" is more human and trustworthy than a generic sign-off
· Never argue publicly — if a guest responds aggressively to your reply, take a breath, acknowledge their frustration briefly, and invite them to contact you directly. Do not escalate.
· Respond to positive reviews too — it shows you are engaged, not just reactive.

[bookmark: _heading=h.qltt3f4hxujo]In-House Response Best Practices
· Respond within 24 hours maximum; within 4 hours for serious matters
· Be genuine and specific — reference the actual complaint, not a generic version of it.
· Offer specific solutions, not vague reassurances
· Include direct contact information — not just a general phone number
· Follow up within 48–72 hours if you have not heard back after making an offer
· Document every complaint and your response for future reference and pattern analysis
· Never send a template without personalising it first — guests can tell
[bookmark: _heading=h.h0dkgsmupftl]Compensation Calibration Guide
Not every complaint requires the same level of compensation. Offering too much can seem performative; offering too little can feel dismissive. Use this as a guide:
· Minor inconvenience (e.g., slow service, minor noise): Complimentary item on next visit, sincere apology
· Moderate failure (e.g., cold food, wrong order, billing error): Replacement dish or refund plus a complimentary item; acknowledgement from management
· Significant failure (e.g., poor ingredient quality, cleanliness issue, repeated service failure): Full refund or complimentary return visit for two, direct management follow-up
· Serious failure (e.g., allergy incident, food poisoning, unprofessional behaviour): Full refund, senior management involvement, formal follow-up, and in some cases legal/insurer notification
· Critical failure (e.g., harassment, discrimination, serious injury): Immediate senior management contact, legal counsel involvement, formal investigation, no public financial commitments without legal advice
[bookmark: _heading=h.cdmlsughqfme]Universal Do's and Don'ts
DO:
· Apologise sincerely and take clear responsibility
· Address the specific issue — not a generic version of it
· Explain concrete actions you are taking or have taken
· Offer an appropriate and proportionate resolution
· Provide a direct management contact, not just a general number
· Follow up on every promise you make
· Use every complaint as a genuine learning experience for the team
· Respond to every review, even positive ones
DON'T:
· Make excuses or shift blame — even if the complaint is partially unfair
· Argue with a guest publicly or privately
· Make promises your operations cannot consistently deliver
· Ignore or delay responses — silence is visible
· Use unedited templates without personalisation
· Over-compensate to the point it looks insincere or transactional
· Take complaints personally — take them professionally
· Forgot to follow up
· Make written admissions of legal liability without consulting your insurer or legal advisor first.
[bookmark: _heading=h.99slqydr51ai]Closing Thoughts
A complaint is rarely just a complaint. It is a guest telling you they still cared enough to say something rather than simply leave and never come back. The restaurants that handle complaints with genuine care, speed, and accountability do not just recover those relationships — they often deepen them.
The templates in this guide are starting points. Your brand voice, your specific situation, and the individual person you are speaking to should always shape how you adapt them. What matters most is that every response feels like it was written by a human being who genuinely values the guest — because the ones that do not, always show.
Review this guide whenever your menu changes, you onboard new management staff, or you notice a pattern in your complaint data that you have not seen before. The best complaint response strategy is the one that eventually makes most of these templates unnecessary.
A well-handled complaint often creates a more loyal guest than someone who never had a problem at all.
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