


• DO NOT MAKE THINGS UP: If you do not know the answer to a guest question, offer to get the answer as soon 
as possible.  

Communication  
• Maintain eye contact with guests as appropriate. 
• Be an active listener. Clarify anything the guest has communicated, especially when confirming the order. 
• Discreetly determine if the host has a budget in mind; if not, offer several selections at different price points. 
• When in doubt, undersell: honor the guest’s trust with regard to price point and perceived value.  
• Learn and remember guest’s preferences. 
• Guest relationships are built over time.   

Dealing with problems 
• Remember, “The guest is always right.” 
• Guest perception is your reality. 
• The only “justice” is the resolution of the problem in the guest’s mind; “fairness” does NOT matter. 
• Make an honest and authentic effort to make the situation right.   

Suggested Steps for Problem Resolution 
1. Recognize and acknowledge there is a problem. 
2. Engage the guest, ask them to express themselves. 
3. Listen actively, authentically and completely.  
4. Ask the guest about their expectations of how the issue can be addressed, i.e.,  

“How can I make this right?”  “What can I do?” “What’s the best way to take care of this?”   
5. Decide what can be done, based on your understanding of the guest’s expectation, the business parameters and 

policies of your establishment. 
6. Rely on other key staff members when appropriate. 
 

Specific problems:  
I. Guest rejecting a glass or bottle of wine:  
• Immediately apologize and remove the glassware and bottle.  
• Away from the table, discreetly determine the condition of the wine 

o If the wine is flawed, offer another bottle of the same wine  
o If the wine is sound, offer the wine list to make another selection.  

• Above all, never put the guest in the position of being wrong.   
 

II. Spilling wine on the guest or the table: 
• Apologize and take immediate action to mitigate any spillage and possible staining. 
• Assure the guest that the restaurant will pay for any necessary dry cleaning. 
• Immediately reseat guest at another table if possible. 
• If another table is not available, temporarily move guests to the bar or another table and reset original table. 

 
III. Wrong bottle or price on a check: 
• These are difficult scenarios that can be challenging to resolve. Bring in upper management to help resolve the 

issue.  
• Apologize for any misunderstanding and politely suggest that the guest pay for the bottle they believed to have 

ordered.  
• If the guest refuses to pay for the wine, bring in the maître d’ or manager to help resolve the situation.   
• Be as diplomatic as possible and realize the potential ill will the situation could create for the restaurant.   

 
IV. Complaints on list or by the glass pricing:  
• Acknowledge the customer’s opinions and tactfully state the restaurant’s policies on pricing.  
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