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What is a
Complaint?

Complaints are defined as any
expression of dissatisfaction or
grievance made to staff by a
guest in relation to our business.
This refers to any comments
made through social media and
or online review sites. Also
suggestions for improvement are
welcomed in any case.




Policy goals

e All guest feedback is invaluable for improving our services.
e This policy has been designed to assist both customers and staff.

e Sama Hotel is committed to consistent, fair and confidential complaint
handling and to resolving complaints as quickly as possible

e Wetreat all customers making a complaint equally.

e OAa ta oxOAia Twv ETTICKETTTWY E€ival AVEKTIMNTA YIa TN BEATIWON
TWV UTTNPECIWV NAG.

e AuTtr) n TTONITIKN £x€l oXedIAOTEI yia va Bonbrjoel TO00o Toug
TTEAATEG OO0 KAl TO TTIPOCWTTIKO.

e To Sama Hotel deopeuetal yia ouveTrr), dikain KAl EUTTIOTEUTIKN
OIEKTTEPAIWON TWV TTAPATIOVWY Kal YIA TNV ETTIAUCN TWV
KATayYEAIWYV TO CUVTOUOTEPO dUVATOV

e AvrtiyeTwiriClOupe OAOUC TOUC TTEAATEC TTOU KATABETOUV £va

TTAPATIOVO £CiOOU.
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All complaints made verbally or written are handled directly from
management.

Any complaints concerning maintenance issues are handled
immediately and are always checked for completion.

Although complaints made after a guest departure does not allow
us the opportunity to resolve the issue for the specific guest, we
consider the information as useful in order to avoid future issues.

Customers’ personal details or details of their complaint will not be
divulged to third parties unless we have their written consent.

OAa 1a TTapdTrova TTou Yivovtal TTpoQOpIKA 1] YPOTITA XelpidovTal
atreuBeiag atrd tn dioiknon.

OT1r01E00ATTOTE TTAPATTIOVA OXETIKA PE {NTAMATA CUVTHPNONG XEIpifovTal
AMECWG KAl EAEYXOVTAI TTAVTOTE VIO OAOKARpwOn.

MapoAo TTou Ta TTAPATTOVA TTOU £YIVAV JETA TNV Avaxwpnon evog
ETMOKETTTN OEV PAG ETITPETTOUV TNV £TTIAUCH TOU TTPOPBAAUATOGC YIa TOV
OUYKEKPIPEVO ETTIOKETTTN, BEWPOUE TIG TTANPOPOPIES XPNOIUES VIO va
ATTOPUYOUNE PEANOVTIKA TTPOBANUATA.

Ta TTPOCWTTIKA OTOIXEIO TWV TTEAATWYV ) T OTOIXEIA TNG KATAYYEAIAG TOUG
eV ATTOKAAUTITOVTAI O€ TPITOUG EKTOG EQV €XOUUE TN YPATTITH
OuUYKaTABEDT) TOUG.

sjurejdurod Jo 19UtdSRURIA

The General
Manager
organizes and
initially receives
all complaints

and feedback.
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All guests will be treated with courtesy. Where possible, complaints will be
resolved at the first point of contact.

The General manager will decide if the complaint needs to be delegated to
another department manager in order to be resolved.

If the complaint can’t be resolved immediately, the customer will be given a
timeframe, a contact person and details of our complaint handling process.
Where possible, the staff member taking the complaint details will be the
contact person.

Customers will be informed of any changes to our products or services as a
result of their complaint.

Where appropriate, customers will be contacted at a later date to see if they
are happy with how their complaint was handled.

OAol o1 eTTIOKETTTEG AVTIMETWTTICOVTAI PE euyévela. OTTou gival duvatov, Ta
TTapdTtrova Ba eTTIAUBOUV OTO TTPWTO CNEIO ETTAQPNG.

O1 d1eBuvon Ba atroPacioel Qv TO TTAPATTOVO TTPETTEI va PJETARBIBAOTEI O€
GAAO BIaXEIPIOTH TUAMOTOG TTPOKEIMEVOU VA ETTIAUBEI.

Edav 1o Trapdatrovo dev ptropei va emmAuBei apuéowg, Ba doBei aTov TTEAGTN
éva xpovodidypauua, Eva TTPOCWTTO ETTIKOIVWVIAG KAl AETTTOUEPEIEG
OXETIKG pe Tn dladIkaoia XEIPIOUOU TwV TTapatrovwy. OTTou gival duvatov,
0 UTTAAANAOG TTou AapBavel Ta oToixeia TG KatayyeAiag Ba gival 1o
TTPOCWTTO ETTAPNAG.

O1 reAdTEG Ba evnuUEPWBOUV yia TuxOv aAAayEG aTa TTPOIGVTA A TIG
UTTNPECIEG JOG WG ATTOTEAEOUA TNG KATAYYEAIOG TOUG.

OTrou evdeikvuTtal, Ba €TTIKOIVWVOUNE JE TOUG TTEAATEG apyOTEPA YIA VA

OOUE €AV Eival IKOVOTTOINUEVOI E TOV TPOTTO XEIPIOHOU TNG KaTAyYEAIQG
TOUG.

INIVIdINOD V OL ONIANOdSHY

“The General
Manager initially
receives all
feedback and
deals with the
guest complaints
and or
maintenance
issues
personally.
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Sama Hotel is committed to
continuous improvement and this
policy will be reviewed regularly
for effectiveness and updated as
needed.

This complaint handling policy is
supported by management. We
commit to providing this policy to
all staff and displaying it in our
business for customers.
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