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LEARN Complaint Response Template
Handle complaints using the Listen-Empathise-Apologise-Resolve-Notify framework.

Name: Date: 

Use one sheet per complaint. Complete during or immediately after the conversation.

Guest Name Date

  

L  —  L I S T E N  ( S U M M A R I S E  T H E  C O M P L A I N T )

 
 
 
 

E  —  E M P A T H I S E  ( W H A T  Y O U  S A I D  T O  V A L I D A T E  T H E I R  
F E E L I N G S )

 
 
 

A  —  A P O L O G I S E  ( Y O U R  E X A C T  W O R D S )

 
 

R  —  R E S O L V E  ( W H A T  W A S  A G R E E D / O F F E R E D )

 
 
 

N  —  N O T I F Y  ( W H O  W A S  B R I E F E D ,  W H A T  W A S  C H A N G E D  T O  
P R E V E N T  R E C U R R E N C E )

 
 
 

F O L L O W - U P  A C T I O N  A N D  D A T E

 
 

R O O T  C A U S E
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