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HOSPITALITY & HOTELS - GUEST EXPERIENCE RECOVERY

Guest complaint resolution and follow-
up

Automatically captures, processes, and resolves guest complaints through intelligent routing,
staff assignment, and follow-up communication to ensure guest satisfaction and prevent
negative reviews.

01 WORKFLOW TRIGGER
Guest submits a complaint through hotel app, front desk system, or review platform

BLUEPRINT OVERVIEW
What this workilow accomplishes

This workflow connects Opera PMS, Salesforce Service Cloud, and HotSOS so that any complaint raised in the app,
at the front desk, or on a review platform becomes a tracked case with an owner. Automation handles logging,
profile lookup, severity scoring, work order creation, and follow-up messaging. The duty manager retains authority
over severity overrides, service recovery and compensation amounts, and whether a case can be closed.

01 02 03
OUTPUTS SUCCESS MEASURES CORE SYSTEMS
Closed case with actions logged, Average resolution time, Post- Opera PMS, Salesforce Service
Guest satisfaction score and resolution satisfaction score, Cloud, HotSOS
comments, Resolution time by Complaint recurrence rate, Cases
department, Recovery gestures resolved before checkout

posted to folio

HOW TO USE THIS BLUEPRINT

Hotel leadership: set severity thresholds, compensation ceilings per tier, and the response times the front office will be
held to.

Front office and duty managers: work the case queue, override severity when you have seen the room, and approve every
goodwill gesture before it posts to the folio.

Implementation teams: map complaint channels into Service Cloud, wire HotSOS work orders back to the case, and
confirm folio write access is limited to approved roles.
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THE WORKFLOW

End-to-end stage map

Seven stages carry a complaint from first mention to a closed case file. The decision point at stage three governs

which recovery pathway the case takes and how fast the clock runs.

01 TRIGGER

Capture Guest Complaint
Log complaint from app, desk, or review site

Opera PMS - Salesforce Service Cloud

l

Retrieve Guest Profile Data

Pull stay history, loyalty tier, prior complaints

02 ACTION

Opera PMS - Salesforce Service Cloud

l

Categorize Complaint Severity

Score severity and select recovery pathway

03 DECISION

Salesforce Service Cloud

URGENT MANAGER ESCALATION

04 ACTION

Assign Staff and Tasks

Assign staff and raise HotSOS work orders

HotS0S - Salesforce Service Cloud

LEGEND TRIGGER ACTION DECISION
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STANDARD DEPARTMENT ROUTING

OUTPUT
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05 ACTION

Execute Resolution Actions
Complete tasks and update resolution status

HotS0S - Opera PMS

06 ACTION

Send Follow-up Communication
Send personalized follow-up and schedule check-ins

Salesforce Service Cloud - Opera PMS

l

Generate Resolution Report

Produce case file with timeline and scores

07 OUTPUT

Salesforce Service Cloud

MINOR LOGGED FOLLOW-UP
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IMPLEMENTATION DETAIL

Stage-by-stage breakdown

Each stage states the operational intent, the human control point, and the systems likely to take part. System

names are examples, not a required architecture.

01 TRIGGER

Capture Guest Complaint

Guest complaint is received through multiple channels

including mobile app, front desk, or online review platforms.

System automatically logs complaint details and guest
information.

CONTROL POINT

Front desk agent confirms the guest name, room, and
reservation match the case before it leaves the desk.

SYSTEMS  Opera PMS Salesforce Service Cloud

03 DECISION

Categorize Complaint Severity

Al analyzes complaint content and guest profile to

determine severity level (urgent, standard, minor). Routes to

appropriate resolution pathway based on impact
assessment.

CONTROL POINT

Duty manager can raise or lower the Al severity tier at any
time, and the override reason is recorded on the case.

SYSTEMS  Salesforce Service Cloud
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02 ACTION

Retrieve Guest Profile Data

System pulls complete guest profile including stay history,
preferences, loyalty status, and previous complaints.
Creates comprehensive context for personalized resolution.

CONTROL POINT

Duty manager verifies the profile pulled is the correct
guest when two reservations share a surname or a room
has been moved.

SYSTEMS  Opera PMS Salesforce Service Cloud

04 ACTION

Assign Staff and Tasks

System automatically assigns appropriate staff members
based on complaint type and creates work orders in
maintenance or housekeeping systems. Urgent issues
trigger immediate notifications.

CONTROL POINT

Department supervisor accepts or reassigns the task
based on who is actually on shift and where they are on
property.

SYSTEMS  HotSOS Salesforce Service Cloud
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COMPLETION AND MEASUREMENT

Closing stages and results

The closing stages hold the hotel to its promise back to the guest and leave a case record the general manager can

read at the morning meeting.

05 ACTION

Execute Resolution Actions

Staff completes assigned tasks and
updates resolution status in real-time.
System tracks completion times and
guest satisfaction metrics throughout
the process.

CONTROL POINT

Duty manager approves any rate
adjustment, comp, or points
gesture before it posts to the folio
in Opera.

SYSTEMS HotSOS Opera PMS

DELIVERABLES
Closed case with actions logged

Guest satisfaction score and
comments

Resolution time by department

Recovery gestures posted to folio

NEXT STEP

06 ACTION

Send Follow-up
Communication

Automated personalized follow-up
messages are sent to guest confirming
resolution and requesting feedback.
System schedules additional check-ins
based on complaint severity.

CONTROL POINT
Guest relations reviews the draft
message for urgent cases and
holds automated sends when the
guest has asked not to be
contacted.

SYSTEMS  Salesforce Service Cloud

Opera PMS

KEY METRICS
Average resolution time
Post-resolution satisfaction score
Complaint recurrence rate

Cases resolved before checkout

Turn this blueprint into an
implementation plan.

Map each stage to your own systems, permissions, and

ITALITY & HOTELS

approval routing before selecting tools or building

automation.
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07 OUTPUT

Generate Resolution Report

Complete case documentation with
resolution timeline, guest satisfaction
score, and staff performance metrics.
Data feeds into hotel analytics
dashboard for continuous
improvement.

CONTROL POINT

General manager signs off case
closure and returns any case
where the root cause is not
documented.

SYSTEMS  Salesforce Service Cloud

IMPLEMENTATION CHECKS

Restrict folio posting to duty
managers

Loyalty data masked for line staff
HotSOS work order links to case

Retention rules for review platform
text

Escalation paging tested on night
audit

packfoundry.app/assessment

ORKFLOW PACKS AND A FREE ENT
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