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LISTEN: 
Use e�ective listening.



APOLOGIZE:
Apoplogize to the guests sincerly.



SOLUTIONS OFFER ED: 
O�er the guests multiple solutions.



SOLUTIONS DETER MINED



INITIATE ACTION: 
Follow through with the steps to 
complete the determined solution.



ENSUR E SATISFACTION: 
Follow up and follow through with the 
guest, ensure they are satis�rd. Report 
any incidents to your manager.
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