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Chapter 12

Communicating with Customers
1.
Did Rocco’s staff identify customer complaints in an appropriate manner?

2.
Did the staff resolve customer complaints using the correct steps

	Steps
	Yes or No
	Examples of No

	Stay calm
	
	

	Listen carefully
	
	

	Empathize
	
	

	Don’t be defensive
	
	

	Never ignore a dissatisfied guest
	
	

	Don’t say it’s not your job to help the customer
	
	

	Never blame the customer
	
	

	Don’t try to prove that you’re right and the customer is wrong
	
	

	Never pass the buck or blame other employees
	
	

	Accept Responsibility
	
	

	Find a solution
	
	

	Follow up
	
	


3.
Did Rocco, as manager/owner, do anything to resolve customer complaints?  Was it enough?

4.
Choose one of the customers at Rocco’s that made a complaint about slow, cold food and the order was wrong.  You are now Rocco.  In the space below please respond to the complaint in letter format.  Use the information in 12.2 to do this correctly.  Audience, Brevity (short), Clarity.


Dear Mrs. Smith,


Sincerely,


Rocco

5.
How were Rocco’s communication skills with his staff?  Did he listen to them and respond appropriately?  Did they listen to him?

6.
If things continue they way they are going what will happen to this 
restaurant in the next few months?  What do they need to change as 
far as communication skills?
