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Training Best Practices 
For Handling Mistakes 

& Complaints

Turning Disappointed Diners Into Loyal Guests

Welcome!
Today’s webinar will be starting shortly.

Mindset

2 Key Topic Areas

1. Acknowledge

2. Apologize

3. Act

Response
1. Mindset drives Response

2. Lifetime value of a loyal, 
returning guest
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What are your restaurant’s 
most common complaints?

(please reply in question/chat field)
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What’s Your Attitude?

 A problem
 Somebody screwed up
 Difficult guest
 Interruption/hassle
 Employee’s problem

NEGATIVE

What’s Your Attitude?

POSITIVE

 A normal part of business
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What’s Your Attitude?

POSITIVE

 A normal part of business
 A gift
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Why Complaints are Gifts

Out of 20 guests with a problem, 
how many complain?

What do the “nice” customers do?

What’s Your Attitude?

POSITIVE

 A normal part of business
 A gift
 Opportunity to exceed 

expectations
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What’s Your Attitude?

POSITIVE

 A normal part of business
 A gift
 Chance to exceed expectations
 An insight to get better
 Opportunity to support your team
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Blame
Criticism__

How Management Attitudes Affect Results

RESULTS

Training
_ Support / Trust

“It’s my fault”
“On my own”_

“I can handle this”
_“Mgt has my back”

Make it right
_ Exceed expectations

Cover it up
Blame others_

Loyalty / WOMUnhappy guestsNEGATIVE POSITIVE

Lifetime Value of 
a Loyal Guest

Per Person Average (PPA) $ 15.00
Average # of Visits Per Month 2.0
Sales Per Loyal Guest Per Year $ 360
Average Number Of People Per Table 2.3
Sales Per Year $ 828

Financial Impact of Handling Complaints
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Lifetime Value of a Loyal Guest

# of
Guests Year 1 Year 2 Year 3 Year 4 Year 5 Total

Guest 1 1 828          828          828          828          828          4,140          
Guest 2 2 828          828          828          828          3,312          
Guest 3 - 4 4 1,656       1,656       1,656       4,968          
Guest 5 - 8 8 3,312       3,312       6,624          
Guest 9 -16 16 6,624       6,624          

  Annual Sales 828          1,656       3,312       6,624       13,248    25,668       

Total Sales Year 1 - $828

Assuming 1 Referral Per Loyal Guest Per Year -

Lifetime Value of a Loyal Guest

# of
Guests Year 1 Year 2 Year 3 Year 4 Year 5 Total

Guest 1 1 828          828          828          828          828          4,140          
Guest 2 2 828          828          828          828          3,312          
Guest 3 - 4 4 1,656       1,656       1,656       4,968          
Guest 5 - 8 8 3,312       3,312       6,624          
Guest 9 -16 16 6,624       6,624          

  Annual Sales 828          1,656       3,312       6,624       13,248    25,668       

Total Sales Year 2 - $1,656

Assuming 1 Referral Per Loyal Guest Per Year -
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Lifetime Value of a Loyal Guest

Assuming 1 Referral Per Loyal Guest Per Year -

# of
Guests Year 1 Year 2 Year 3 Year 4 Year 5 Total

Guest 1 1 828          828          828          828          828          4,140          
Guest 2 2 828          828          828          828          3,312          
Guest 3 - 4 4 1,656       1,656       1,656       4,968          
Guest 5 - 8 8 3,312       3,312       6,624          
Guest 9 -16 16 6,624       6,624          

  Annual Sales 828          1,656       3,312       6,624       13,248    25,668       

Total Sales Year 3 - $3,312

Lifetime Value of a Loyal Guest

# of
Guests Year 1 Year 2 Year 3 Year 4 Year 5 Total

Guest 1 1 828          828          828          828          828          4,140          
Guest 2 2 828          828          828          828          3,312          
Guest 3 - 4 4 1,656       1,656       1,656       4,968          
Guest 5 - 8 8 3,312       3,312       6,624          
Guest 9 -16 16 6,624       6,624          

  Annual Sales 828          1,656       3,312       6,624       13,248    25,668       Total Sales Year 4 - $6,624

Assuming 1 Referral Per Loyal Guest Per Year -
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Lifetime Value of a Loyal Guest

# of
Guests Year 1 Year 2 Year 3 Year 4 Year 5 Total

Guest 1 1 828          828          828          828          828          4,140          
Guest 2 2 828          828          828          828          3,312          
Guest 3 - 4 4 1,656       1,656       1,656       4,968          
Guest 5 - 8 8 3,312       3,312       6,624          
Guest 9 -16 16 6,624       6,624          

  Annual Sales 828          1,656       3,312       6,624       13,248    25,668       Total Sales Year 5 - $13,248

Assuming 1 Referral Per Loyal Guest Per Year -

Lifetime Value of a Loyal Guest

# of
Guests Year 1 Year 2 Year 3 Year 4 Year 5 Total

Guest 1 1 828          828          828          828          828          4,140          
Guest 2 2 828          828          828          828          3,312          
Guest 3 - 4 4 1,656       1,656       1,656       4,968          
Guest 5 - 8 8 3,312       3,312       6,624          
Guest 9 -16 16 6,624       6,624          

  Annual Sales 828          1,656       3,312       6,624       13,248    25,668       

Total Lifetime Sales Impact

Assuming 1 Referral Per Loyal Guest Per Year -
Power of

LOYALTY
(Positive WOM)
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Responding to Complaints

1. Acknowledge

The guest IMMEDIATELY sees that this is 
important to you and you’re on “THEIR” side.

Primary Objective
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Acknowledging a Complaint
The guest gets your 100%, undivided attention

 Direct eye contact
 Actively listen
 Let them vent

Take responsibility
 Who’s at fault doesn’t matter
 Don’t make excuses or try to explain  

If it’s food or beverage related
 Remove it immediately

What have you learned to 
NEVER do when 

acknowledging a complaint?
(please reply in question/chat field)
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2. Apologize

“I apologize for your food taking this long.” 

Key Point: You’ve GOT to mean it!

“I’m so sorry your steak was overcooked.” 

Calming Language

“I’m so sorry, I’m here to help.”

“This is important, please tell me 
what happened.”

“No wonder you’re frustrated, I 
would be too.”

“I understand and I apologize for the 
inconvenience.”
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Dealing With Difficult Guests

Your People Should Know

When nothing makes a 
guest happy

When a guest can’t control 
their emotions

When a guest displays 
intimidating behavior

Management has their back!

Dealing With Difficult Guests

3 Steps:

1. Acknowledge

2. Apologize

3. Get a manager to “help” them

Management’s #1 job in these 
situations is to “support & protect” 

your team!
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3. Act
Goal: Make it right & exceed expectations

1. Recommend a generous solution

2. If you’re not sure, it’s okay to ask

3. Take care of guests with no food

4. Communicate comps ASAP

5. Offer something for the “hassle”

(please reply in question/chat field)

What else do you find is 
important/helpful when resolving

a complaint?
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3. Act
Goal: Make it right & exceed expectations

1. Recommend a generous solution

2. If you’re not sure, it’s okay to ask

3. Take care of guests with no food

4. Communicate comps ASAP

5. Offer something for the “hassle”

Do you empower your frontline 
team to make this call?

Empowering Frontline Staff

“At Zingerman’s, we authorize our staff to do 
whatever they think needs to be done to make 
a dissatisfied guest happy. You read that right. 
Refund money. Replace product. Deliver a new 
order. Get a manager. Or even all of the above.”
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Thank the Guest

“Thank you so much for 
telling me.”

“As hard as it is to hear, I’m so 
glad you told me about this.”

“I really appreciate you giving me the 
opportunity to fix this. Thank you so much for 

letting me know.”

Write It Down

1. Fix your systems

2. Capture success stories

3. Protect yourself from serial 
complainers

Can help you . . . 
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Code Red Form
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Code Red Form

Code Red Form
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Code Red Form
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Online Course 
for Managers, 

Trainers & Staff

Customer Service & 
Hospitality Training
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Online training for 
your Kitchen Team!

(English & Spanish)

Access all your training programs 
on the RO Learning System app
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Q&A

Turning Disappointed Diners Into Loyal Guests

Training Best Practices 
For Handling Mistakes 

& Complaints

Turning Disappointed Diners Into Loyal Guests

Thanks for attending!
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