Complaints Management Procedure
Definition of a Holiday rental property complaint:
Any expression of dissatisfaction that relates to the quality of a product or service provided which the operator of the holiday
rental property should have known was not satisfactory. A Complaint includes an expression of dissatisfaction whether
received from a guest or any person with an interest in the property used as holiday accommodation. A Complaint can be
received directly from the guest, neighbor, and permanent resident or indirectly, as a result of issues referred by a third party,
including but not limited to regulatory agencies, councils or consumer tribunals.
As a general rule, all complaints / grievances should be dealt with in a manner using the following acronym as a procedural
guide:
A

Answer each call in a positive way

L

Listen to what the complainant is saying

E

Empathize with what they are saying (but do not admit liability)

R

Repeat / reinforce your understanding of the situation

R

Resolution (attempt to offer a resolution to the situation BUT within guidelines)

T

Terminate the call in a positive manner

Complaints Procedure:
A. Encourage to receive the complaint in writing .The written complaint should clearly state:
- The exact dissatisfaction with the holiday accommodation involved
- Any financial loss incurred.
- The corrective action requested to resolve the matter
B. Respond within 48 hours to the complainant. The response should contain
- Identification and confirmation of the issue
- The proposed resolution
- timeframe of the proposed resolution
C. Follow up within 48 hours to verify that the proposal to resolve the complaint is satisfactory and/or if the
complaint has been resolved in a satisfactory matter.
D. If the complaint cannot be resolved by the two parties involved, propose to refer the complaint to be assessed by
independent organizations like the Holiday Rental Industry association (HRIA ), Department of Commerce or local
council
E. Retain a log of the related communication and actions taken.

