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	Term
	Pronunciation
	Definition
	Context/Example

	Acknowledge
	ak-nol-ij
	The first step in complaint handling — verbally recognising the guest's concern without deflecting or making excuses
	"Acknowledge the complaint immediately — never dismiss or minimise it."

	Active listening
	ak-tiv lis-en-ing
	Giving a guest full, undivided attention during a complaint, using body language and verbal cues to show understanding
	"Practice active listening — maintain eye contact and do not interrupt."

	Apology
	ah-pol-oh-jee
	A sincere, direct expression of regret is offered to a guest for a negative experience
	"Offer a genuine apology first — explanations come later."

	Assumption of goodwill
	ah-suhmp-shun uhv good-wil
	Approaching every complaint with the default belief that the guest is acting in good faith
	"Apply assumption of goodwill — most guests complain because they genuinely want to help."

	Body language
	bod-ee lang-gwij
	The non-verbal communication signals conveyed through posture, facial expression, and gestures during a complaint interaction
	"Open, calm body language de-escalates tension — crossed arms do the opposite."

	Callback
	kawl-bak
	A follow-up telephone call is made to a guest after a complaint has been resolved to confirm their satisfaction
	"Schedule a callback within 24 hours of resolving a serious complaint."

	Chargeback dispute
	charj-bak dis-pyoot
	A payment reversal initiated by a guest through their bank following an unresolved complaint
	"A chargeback dispute can be avoided by resolving complaints promptly and documenting everything."

	Closed complaint
	klohzd kom-playnt
	A complaint that has been fully resolved to the guest's satisfaction and formally closed in the log
	"Mark the complaint as closed only once the guest has confirmed they are satisfied."

	Compensation
	kom-pen-say-shun
	Something offered to a guest to make amends for a negative experience, such as a complimentary dish, discount, or refund
	"Compensation should be proportionate to the severity of the complaint."

	Complaint log
	kom-playnt lawg
	A written record of all guest complaints, including the nature of the issue, action taken, and outcome
	"Every complaint must be entered in the complaint log before the end of the shift."

	Complaint procedure
	kom-playnt proh-see-jer
	The standardised step-by-step process that all staff must follow when a guest raises a concern
	"All new staff must be trained on the complaint procedure during induction."

	Comp
	komp
	A complimentary item removed from the bill as a gesture of goodwill following a complaint or service failure
	"Comp the dessert as an immediate gesture — escalate if the guest remains unhappy."

	De-escalation
	dee-es-kuh-lay-shun
	The technique of calming a tense or emotionally charged situation through tone, language, and approach
	"Lower your voice and slow your speech — de-escalation starts with your tone."

	Defection
	dih-fek-shun
	The loss of a guest who chooses not to return following a negative experience
	"Every unresolved complaint risks guest defection — and the guests they would have referred."

	Dissatisfied guest
	dis-sat-is-fyd gest
	A guest who has had a negative experience and whose expectations have not been met
	"A dissatisfied guest who is well recovered often becomes a loyal advocate."

	Documentation
	dok-yoo-men-tay-shun
	The written record of a complaint, the actions taken, and the resolution reached
	"Thorough documentation protects the restaurant and supports pattern analysis."

	Duty manager
	dyoo-tee man-ij-er
	The senior staff member on duty who has the authority to make decisions and offer compensation during a complaint
	"Escalate immediately to the duty manager — never leave a serious complaint unattended."

	Emotional intelligence
	ee-moh-shun-uhl in-tel-ih-jens
	The ability to recognise, understand, and manage both one's own emotions and those of a distressed guest
	"High emotional intelligence is the most important skill in complaint handling."

	Empathy
	em-pah-thee
	The ability to understand and genuinely share the feelings of a dissatisfied guest
	"Lead with empathy — guests need to feel heard before they can accept a resolution."

	Empathy statement
	em-pah-thee stay-ment
	A specific phrase used to communicate understanding of a guest's experience without admitting liability
	"Use an empathy statement: 'I completely understand how frustrating that must have been.'"

	Escalation
	es-kuh-lay-shun
	The process of referring a complaint to a more senior staff member when the front-line team cannot resolve it
	"Know your escalation threshold — some complaints must go directly to management."

	Escalation threshold
	es-kuh-lay-shun thresh-ohld
	The point at which a complaint must be referred to a more senior staff member
	"Allergy incidents, injury, and aggressive guests all meet the escalation threshold immediately."

	Expectation gap
	ek-spek-tay-shun gap
	The difference between what a guest expected and what they actually experienced
	"Most complaints stem from an expectation gap — understand what the guest anticipated."

	Feedback
	feed-bak
	Information provided by a guest about their experience, either positive or negative
	"Treat all feedback as a gift — it tells you what your team cannot see."

	Follow-up
	fol-oh-uhp
	A proactive check-in with a guest following a complaint to confirm the resolution was satisfactory
	"A genuine follow-up transforms a recovered complaint into a loyal guest relationship."

	Food complaint
	food kom-playnt
	A complaint specifically relating to the quality, preparation, temperature, or presentation of a dish
	"A food complaint must be communicated to the kitchen immediately — never ignore it."

	Food safety complaint
	food sayf-tee kom-playnt
	A complaint involving a potential food safety issue, such as a foreign object, undercooking, or an allergic reaction
	"A food safety complaint triggers an immediate escalation protocol — no exceptions."

	GDPR compliance
	jee-dee-pee-ar kom-ply-ens
	Ensuring that any guest data collected during complaint handling is stored and used in accordance with data protection law
	"All complaint records containing guest details must comply with GDPR — note equivalent laws apply internationally."

	Goodwill gesture
	good-wil jes-cher
	A complimentary offering made proactively to a guest as a sign of care, even before a formal complaint is raised
	"Send a goodwill gesture to table 6 — their wait has been unacceptable."

	Guest advocate
	gest ad-voh-kayt
	A staff member who takes personal responsibility for ensuring a dissatisfied guest's complaint is resolved
	"Appoint a guest advocate for every serious complaint — one person owns it through to resolution."

	Guest experience
	gest ek-speer-ee-ens
	The overall impression a guest forms of the restaurant across every touchpoint of their visit
	"A single complaint handled well can define the entire guest experience positively."

	Guest recovery
	gest rih-kuhv-er-ee
	The process of restoring a dissatisfied guest's confidence and satisfaction following a service failure
	"Effective guest recovery turns a negative experience into a positive one."

	Guest satisfaction
	gest sat-is-fak-shun
	The degree to which a guest's expectations have been met or exceeded during their visit
	"Guest satisfaction is the ultimate measure of service quality."

	Guest satisfaction score
	gest sat-is-fak-shun skor
	A numerical rating collected through surveys or review platforms reflecting the overall guest experience
	"Monitor guest satisfaction scores weekly and address trends immediately."

	Hostile guest
	hos-tyl gest
	A guest who becomes aggressive, abusive, or threatening during a complaint interaction
	"A hostile guest must be escalated to management immediately — staff safety is the priority."

	House policy
	hows pol-ih-see
	The restaurant's established rules and standards that govern decisions made during complaint resolution
	"Know your house policy on refunds and comps — never exceed your authorisation level."

	Incident report
	in-sih-dent ree-port
	A formal written record of a serious complaint, injury, or safety incident
	"Complete an incident report for any complaint involving injury, illness, or allergy."

	Internal complaint
	in-ter-nuhl kom-playnt
	A complaint raised by a staff member regarding workplace conditions, colleagues, or management
	"Internal complaints must be handled through the formal HR grievance procedure."

	LAST method
	last meth-uhd
	A complaint handling framework — Listen, Apologise, Solve, Thank
	"Use the LAST method for every complaint — it works every time."

	Lateral service recovery
	lat-er-uhl rih-kuhv-er-ee
	Empowering any staff member, regardless of role, to take immediate action to resolve a guest complaint
	"Lateral service recovery means every team member can act — not just managers."

	Liability
	ly-ah-bil-ih-tee
	The legal responsibility a restaurant may bear for a guest's negative experience, injury, or illness
	"Never admit liability verbally — express empathy and escalate to management."

	Loyalty recovery
	loy-uhl-tee rih-kuhv-er-ee
	Restoring a previously loyal guest's confidence and relationship with the restaurant following a significant complaint
	"Loyalty recovery for a long-term regular guest requires a personal response from senior management."

	Make it right
	mayk it ryt
	A service culture philosophy where staff are empowered to resolve any guest complaint immediately and appropriately
	"Our culture is simple — make it right, whatever it takes."

	Management response
	man-ij-ment rih-spons
	A formal reply to a guest complaint from a senior staff member, delivered in person, by phone, or in writing
	"A management response within 24 hours demonstrates that the complaint has been taken seriously."

	Moment of truth
	moh-ment uhv trooth
	Any point of contact between a guest and the restaurant that shapes their overall perception and experience
	"Every interaction is a moment of truth — complaints are the most critical of all."

	Mystery guest
	mis-ter-ee gest
	An anonymous evaluator who visits the restaurant posing as a regular guest to assess service quality
	"Mystery guest reports identify service failures that internal audits miss."

	Negative review
	neg-ah-tiv rih-vyoo
	A critical rating or written comment posted publicly on a review platform by a dissatisfied guest
	"Respond to every negative review professionally — your response is read by future guests."

	Net Promoter Score (NPS)
	net proh-moh-ter skor
	A metric measuring guest loyalty by asking how likely they are to recommend the restaurant to others
	"Our NPS has increased by 12 points since implementing the new complaint procedure."

	No-fault apology
	noh-fawlt ah-pol-oh-jee
	An apology that expresses regret for a guest's experience without admitting responsibility or liability
	"A no-fault apology acknowledges the guest's feelings without creating legal exposure."

	Non-verbal complaint
	non-ver-buhl kom-playnt
	A complaint communicated through body language, facial expression, or behaviour rather than words
	"A guest pushing food around their plate is a non-verbal complaint — check in immediately."

	Online complaint
	awn-lyn kom-playnt
	A negative comment, review, or message posted publicly on a digital platform such as Google, TripAdvisor, or social media
	"Respond to every online complaint within 24 hours — publicly and professionally."

	Open complaint
	oh-pen kom-playnt
	A complaint that has been received but not yet fully resolved
	"Review all open complaints at the start of every shift."

	Ownership
	oh-ner-ship
	The principle that any staff member who receives a complaint takes personal responsibility for seeing it through to resolution
	"Ownership means you never say 'that's not my department' to a guest."

	Pattern analysis
	pat-ern ah-nal-ih-sis
	The review of complaint logs over time to identify recurring issues requiring systemic improvement
	"Monthly pattern analysis revealed that 40% of complaints related to one station."

	Personal apology
	per-suh-nuhl ah-pol-oh-jee
	An apology delivered directly by a senior staff member or manager rather than a front-line team member
	"A serious complaint always warrants a personal apology from the manager on duty."

	Pre-emption
	pree-emp-shun
	Identifying and addressing a potential complaint before the guest raises it
	"Pre-empt the complaint — if food is delayed, visit the table before they have to ask."

	Proactive service recovery
	proh-ak-tiv rih-kuhv-er-ee
	Taking corrective action before a guest formally complains, based on observed dissatisfaction
	"Proactive service recovery demonstrates genuine care — guests notice and appreciate it."

	Reasonable adjustment
	ree-zuh-nah-buhl ah-juhst-ment
	A change made to standard service or policy in response to a specific guest need or complaint
	"A reasonable adjustment may include re-firing a dish, adjusting the bill, or offering an alternative."

	Refund
	ree-fuhnd
	The return of money paid by a guest following a complaint that could not be resolved through other means
	"A refund should be the last resort — explore all other recovery options first."

	Resolution
	rez-oh-loo-shun
	The outcome of a complaint handling process that satisfies the guest and closes the issue
	"A resolution is only complete when the guest confirms they are satisfied."

	Response time
	rih-spons tym
	The speed at which a complaint is acknowledged and acted upon from the moment it is raised
	"Response time is critical — a guest left waiting with a complaint becomes more dissatisfied."

	Review response
	rih-vyoo rih-spons
	A written reply to a public guest review, demonstrating accountability and professionalism
	"Every review response should thank the guest, acknowledge the issue, and invite them back."

	Root cause analysis
	root kawz ah-nal-ih-sis
	The process of identifying the underlying reason a complaint occurred to prevent recurrence
	"Root cause analysis after every serious complaint prevents the same issue from happening again."

	SAID method
	said meth-uhd
	A complaint handling framework — Sympathise, Apologise, Inform, Do
	"The SAID method gives staff a clear, consistent structure for every complaint."

	Service failure
	ser-vis fayl-yer
	Any instance where the restaurant's delivery of food, beverage, or service falls below the guest's reasonable expectation
	"Every service failure is an opportunity to demonstrate your recovery culture."

	Service guarantee
	ser-vis gar-an-tee
	A formal commitment made to guests that their experience will meet a defined standard, with a clear remedy if it does not
	"Our service guarantee ensures that any dissatisfied guest leaves with a resolution."

	Service recovery
	ser-vis rih-kuhv-er-ee
	The actions taken to correct a service failure and restore guest satisfaction
	"Strong service recovery can produce higher guest loyalty than if the failure never occurred."

	Service recovery paradox
	ser-vis rih-kuhv-er-ee par-ah-doks
	The phenomenon where a guest who experiences a well-handled complaint becomes more loyal than one who never complained
	"The service recovery paradox proves that how you handle complaints matters more than the complaint itself."

	Silent complainer
	sy-lent kom-playn-er
	A dissatisfied guest who does not raise their complaint in the restaurant but leaves and posts a negative review instead
	"Silent complainers are the most dangerous — train staff to identify dissatisfaction before guests leave."

	SMART compensation
	smart kom-pen-say-shun
	Compensation that is Specific, Meaningful, Appropriate, Relevant, and Timely in response to the nature of the complaint
	"Apply SMART compensation — a free dessert for a cold main is appropriate; a full refund is not."

	Social media complaint
	soh-shuhl mee-dee-ah kom-playnt
	A public negative comment or post made about the restaurant on a social media platform
	"A social media complaint requires an immediate, professional public response."

	Staff empowerment
	staf em-pow-er-ment
	Giving front-line staff the authority and confidence to resolve complaints without needing management approval for every decision
	"Staff empowerment is the single most effective tool in complaint resolution."

	Standard of care
	stan-derd uhv kair
	The baseline level of service quality that a guest can reasonably expect from the restaurant
	"Every guest deserves the same standard of care — regardless of spend."

	Tone of voice
	tohn uhv voys
	The manner and quality of speech used when communicating with a distressed or dissatisfied guest
	"Tone of voice accounts for more than the words you use — stay calm and warm."

	Trust rebuilding
	truhst ree-bild-ing
	The process of restoring a guest's confidence in the restaurant following a significant failure
	"Trust rebuilding takes more than one gesture — follow through on every promise made."

	Under-promise over-deliver
	uhn-der-prom-is oh-ver-deh-liv-er
	A service recovery strategy where the resolution offered exceeds the guest's expectation
	"Under-promise and over-deliver — if you say 10 minutes, aim for 7."

	Verbal complaint
	ver-buhl kom-playnt
	A complaint communicated directly to a staff member in person or by telephone
	"A verbal complaint handled well in the moment rarely becomes an online review."

	Walk-in complaint
	wawk-in kom-playnt
	A complaint was brought to the restaurant in person by a guest following a previous visit
	"A walk-in complaint from a previous visit requires a calm, private setting and a senior staff response."

	Zero tolerance
	zee-roh tol-er-ens
	A firm policy position on specific behaviours, such as guest aggression or discriminatory conduct, that will result in immediate action
	"We operate a zero-tolerance policy on verbal abuse directed at any staff member."
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