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Host Family Stay

Feedback Policy & Procedure for Guest

Host Family Stay takes all feedback seriously and always follows these guidelines when dealing

with feedback:

e To listen to all feedback and suggestions.

e To enable guest to be able to make feedback and suggestions.

e To resolve problems in the best way possible with a fair and consistent, but flexible approach.

e To use feedback as an opportunity to review and improve the service/s we offer.

e To consider and, if practicable, act on suggestions.

e To provide all guest with an opportunity to give feedback (suggestion).

* Where possible, to meet in person, with any guest/s making a negative comment on the
leavers’ feedback form before they leave.

e Where possible monitor and follow up on any comments or suggestions posted on Host Family
Stay’s social media platforms or Google reviews.

How do we deal with guests’ Feedback?

For homestays, Host Family Stay will try to resolve any concerns by talking with the homestay
host. All feedback is filed with the homestay provider’s details. Any feedback in this area, need to
be dealt with confidentially and sensitively.

We will collect as much detailed information as possible and find out what the client would like us

to do.

1st step

e Respond to the feedback within 24 hours

e Follow-up with relevant stakeholders and resolve within 72 hours, if
resolvable.

o |f escalated to Senior Management, carry out investigation within 1
week and report back to the guest/s on the outcome (resolution/or
future consideration)

2nd step

o Reply to the staff or stakeholder who escalated the feedback to Senior
Management within 24 hours

e Follow-up with relevant stakeholders and resolve within 72 hours, if
resolvable.

o |f investigation is required, carry out the investigation in 1 week and
report back to the student/s on the findings/outcome.
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