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QUALITY SYSTEM 
  

Quality System 'in-situ' 

  

CUSTOMER SERVICE (Deputy Manager) 

 

- One of the main tasks of the deputy manager is to act as host and Public Relations of the Hotel. 

The objective is to ensure that guests feel comfortable, enjoying their stay and pampered by 

everyone who makes up the hotel's human team. 

- Any incident, accident, illness, negative comment, gesture, etc. must be reported to the deputy 

director. This communication must be instantaneous (in person, whatsapp, telephone) or in less 

urgent cases by email. All the situations described must also be noted in the PMS section 'Legal 

Complaints' in order to extract the Complaint Information by date. 

- All customers who have suffered an incident that appears in the list of Complaints from the 

previous day, must receive an amenity (fruit skewer, cava, etc.). 

- It is essential to establish contact with the representatives of all the TTOO and maintain good 

two-way communication throughout the year. 

- Any complaint communicated by the TTOO or by the client must be corrected immediately. If it 

is not possible to offer an immediate solution, the client is contacted in order to inform him about 

the steps that the hotel has taken and the desired result to be obtained. It is confirmed with the 

client that this is the ideal resolution of his problem. After offering a solution, the Hotel 

Management must follow up and pay special attention to these guests throughout the stay. You 

can also sign up in the MAC DIARIO in the 'Clients with special attention' section. 

- Any complaint received by email or third-party portals (for example, Expedia post-check-in) must 

be answered as soon as possible, max. 24 hours. 

- In case of suffering an accident where the responsibility for what happened falls on the hotel, the 

Management will decide what type of compensation is appropriate. If it is necessary to activate 

the medical service, it is covered by the hotel, managed directly by Management. Any 

compensation is recorded in 'Legal complaints'. 

- Deputy Manager answers ALL online comments (TripAdvisor, Holidaycheck, Google, etc) and 

internal surveys on a daily basis. If the comment is from a customer at home, an attempt is made 

to identify and contact them. Based on these comments and those of the internal Surveys, a 

statistic of the most repetitive Complaints that are discussed in the meeting with Department 

Heads is made. 
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GENERAL MANAGER 

 

- - General Director of the Hotel is present during the dinner service, welcoming guests who arrived 

that day or the day before. She randomly strikes up conversations with customers in order to 

receive feedback on the hotel's services and their level of satisfaction. The comments that invite 

a quick and easily implementable solution are made in the days after the conversation. The rest 

is studied later. 

- - Management delivers your business card during any interaction with guests who express their 

desire to return. This gives you the opportunity to contact us directly with any wishes. 

  

REPEAT CUSTOMERS 

 

- - Our goal is to get the largest number of repeat customers. In recent years, the average of more 

than 200 repeating guests per month has been consolidated. The welcome to these clients is 

personalized by all the departments. A conversation is often engaged in order to ensure their 

well-being and also to know their opinion regarding the news. Whenever possible, the client's 

name is used. 

- -Deputy Director informs Reception in the morning of the arrivals that she wants to greet 

personally. Reception notifies by phone or whatsapp when these clients arrive. 

  

BIRTHDAYS / HONEYMOON / ANNIVERSARIES / REPEATERS / SPECIAL OCCASIONS 

 

- - Customers with Half Board receive a bottle of cava with a card at dinner and the table setting is 

also special that day. Guests who come on a SA or AD basis are sent the cava as an amenity. 

- -Night receptionist sends a letter to the client's room, congratulating her on her special day and 

offering a 10% discount that day on Spa treatments 

- - If the birthday is celebrated by a minor, children's cava (Champin) is served. 

- - Customers who celebrate their honeymoon, anniversaries or any other special occasion, also 

receive a bottle of cava. 

- - Repeating long-stay clients (more than 21 days) receive a card from the director on the last day, 

wishing them a good trip and thanking them for staying at our hotel. Sub-management may 

decide to regulate a Mac logo polo shirt for the most loyal customers. For these, a cake is also 

prepared at the last dinner with sparklers and the entire team of Restaurant, Management, 

Kitchen and a representative of Bars and Reception approaches n towards the table to say 

goodbye. 
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Post-stay Quality System 

 

- - All guests who provided us with their email receive a Quality survey 24 hours after checking out. 

They can rate different areas of the hotel, services and employees. They can also leave their 

comments in observation fields. 

- - Sub-directorate answers all the guest surveys and invites them to share their feedback on portals 

such as Tripadvisor. 

- - The results are uploaded online and from internal surveys in the canteen so that everyone can 

find out about customer satisfaction and contribute to improving it. 

  

 

Quality System for employees 

 

- - Employees can transmit their suggestions, complaints or comments through the Employee 

Portal. 

- - Every week they receive a Newsletter and can reply to this email with their observations. 

- - A group has been created on Facebook – Mac Hotels where you can also share your opinion. 

- - HR Department is available to employees for any questions. 

- - Hotel Management is available to employees for any query. 

- - The Committee is available to the employees and, on behalf of the workers, transmits their 

complaints to the Hotel Management. 

- - Assemblies can be convened by departments where opinions can be freely expressed about the 

work to be carried out/company/work environment/etc. 


