
leader’s guide to service recovery 

12 tips for
Building a Confident, 

Empowered Team
Successful service recovery means preparing and empowering staff to handle whatever comes 

their way. When employees have the skills and confidence, they will see complaints as gifts.

Regularly practice scenarios in pairs.
Ask staff to discuss what situations

have caught them off guard in the past 
and to identify how to manage the 

situation with the tools they just 
learned. 

Create a log that will be used 
in all departments, and train 

staff on how to record service 
recovery situations they 

encounter. 

Offer staff tools they 
can use in making amends. Don’t 

confuse making amends with gifts like
free parking, gift cards, etc. 

Caution! Make sure staff know that 
gifts are a thank you and not the 

same as making amends.  

Learn more about how to create a service recovery culture 
from Baird Group’s A+ Service Recovery© system 
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