
GUEST COMPLAINTS HANDLING POLICY 

 
1. Purpose 

The purpose of this policy is to provide guests with a fair, transparent, and effective 
process for lodging and resolving complaints relating to products, services, facilities, 
staff conduct, bookings, or any other aspect of their experience with the establishment. 

The establishment is committed to addressing all complaints promptly, fairly, and in 
accordance with the principles of the Consumer Protection Act, 68 of 2008. 

2. Internal Complaint Procedure 

2.1 Lodging a Complaint 

Guests who wish to lodge a complaint are encouraged to do so as soon as possible 
after becoming aware of the issue. 

Complaints may be submitted: 
• In person to the Duty Manager or Manager; 
• By email to the establishment's designated complaints email address; 
• In writing by completing a complaint form (where available); or 
• Telephonically during normal business hours. 

 
The complaint should include: 

• The guest's full name and contact details; 
• Booking reference number (if applicable); 
• Details of the complaint; 
• Any supporting documentation, photographs, or evidence; and 
• The remedy or outcome sought by the guest. 

 
2.2 Acknowledgement of Complaint 

The establishment will acknowledge receipt of the complaint within two (2) business 
days of receiving it. 

2.3 Investigation 

Upon receipt of the complaint, the Manager or designated representative will: 

• Review the complaint and supporting information; 
• Interview relevant staff members where necessary; 
• Consider all relevant facts and circumstances; 
• Attempt to resolve the complaint fairly and reasonably; and 
• Keep appropriate records of the investigation. 

 
 



2.4 Outcome 

The establishment will endeavour to provide the guest with a written response within 
ten (10) business days of receipt of the complaint. 

Where additional time is required due to the complexity of the matter, the guest will be 
informed accordingly. 

Possible outcomes may include: 

• An explanation of the circumstances; 
• Corrective action; 
• Service recovery measures; 
• Refund, credit, or replacement where appropriate; or 
• Any other reasonable remedy permitted by law. 

 
2.5 Reporting Complaints During the Stay 

Guests are encouraged to raise any concerns, complaints, service issues, maintenance 
problems, cleanliness concerns, or dissatisfaction with accommodation, facilities, or 
services as soon as they become aware of them and, where reasonably possible, during 
their stay. 

The establishment is committed to providing guests with a pleasant experience and can 
often resolve issues immediately if they are brought to management's attention 
promptly. Reporting concerns during the stay allows the establishment a reasonable 
opportunity to investigate the matter and implement corrective measures where 
appropriate. 

Where a complaint is only raised after departure, the establishment may be limited in 
its ability to investigate the circumstances fully or to provide immediate remedial 
action. Guests are therefore encouraged to notify the Duty Manager or Manager without 
delay should any issue arise. 

Nothing in this clause limits or waives any rights afforded to consumers under the 
Consumer Protection Act, 68 of 2008. However, guests acknowledge that providing the 
establishment with a reasonable opportunity to address and resolve concerns at the 
time they arise may facilitate a quicker and more satisfactory resolution. 

3. Escalation of Complaints 

If a guest is dissatisfied with the outcome of the internal complaint process, the guest 
may request that the matter be reviewed by the Owner, General Manager, or another 
senior representative of the establishment. 

The request for review should be submitted within thirty (30) days of receiving the 
outcome of the initial complaint. 



The establishment will conduct a review and provide a final internal response within a 
reasonable period. 

4. External Dispute Resolution 

Should the guest remain dissatisfied after exhausting the establishment's internal 
complaint procedures, the guest may refer the matter to the Consumer Goods and 
Services Ombud ("CGSO") for independent consideration, where the complaint falls 
within the jurisdiction of the CGSO and the Consumer Protection Act. 

Before approaching the CGSO, the guest must first provide the establishment with a 
reasonable opportunity to investigate and resolve the complaint. 

Complaints may be submitted to the Consumer Goods and Services Ombud through its 
official website: 

https://www.cgso.org.za 

The CGSO provides an alternative dispute resolution mechanism aimed at resolving 
consumer disputes in a fair, efficient, and cost-effective manner. 

5. Record Keeping 

The establishment will maintain records of complaints received, investigations 
conducted, correspondence exchanged, and outcomes reached for a reasonable 
period and in accordance with applicable legal requirements. 

6. Non-Retaliation 

Guests who lodge complaints in good faith will not be subjected to unfair treatment, 
discrimination, or retaliation as a result of exercising their consumer rights. 

7. Policy Review 

This policy may be amended from time to time to ensure compliance with applicable 
legislation and best business practices. 

 

https://www.cgso.org.za/

