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Orna Bluntly Tells The Server That She Needs To Learn Better Conflict
Handling Skills. But Then, Orna found herself in an unexpected situation that
challenged her perceptions of communication and conflict resolution. In
today’s fast-paced service industry, conflicts between staff and customers
are inevitable, but how they are handled can significantly impact the overall
experience and reputation of a business. This article explores the importance
of conflict handling skills for service professionals, examines Orna's candid
feedback, and offers practical strategies for improving conflict management
in hospitality and customer service settings.

The Significance of Conflict Handling Skills in
Customer Service

Why Conflict Resolution Matters
Effective conflict handling is essential for maintaining positive
relationships with customers and colleagues. Poorly managed disputes can lead
to:

Decreased customer satisfaction

Negative reviews and damage to reputation

Workplace tension and decreased team morale

Potential loss of business

Conversely, adept conflict resolution can turn challenging situations into
opportunities for demonstrating professionalism, empathy, and problem-solving
skills.

The Role of Service Professionals
Servers, bartenders, and other frontline staff are the face of their
establishments. Their ability to handle conflicts with tact and patience
directly affects the guest experience. Key roles include:



Listening actively to customer complaints

Remaining calm under pressure

Finding mutually agreeable solutions

Escalating issues appropriately when necessary

Orna’s Candid Feedback: A Case Study in
Conflict Management

The Incident
In a bustling restaurant, Orna, a seasoned customer service professional,
observed a server, Emma, dealing with a dissatisfied guest. The guest was
upset about a delayed order and expressed frustration loudly. Orna noticed
Emma's initial reaction was defensive, which only escalated the situation.

Later, Orna approached Emma privately and said, “You really need to learn
better conflict handling skills. You should have remained calm and tried to
understand the guest’s concerns more empathetically.”

Orna’s Perspective
Orna's critique was rooted in her belief that effective conflict management
requires emotional intelligence, patience, and proactive communication. Her
feedback aimed to help Emma grow professionally and improve guest
interactions.

Reflections on the Feedback
While Orna's intentions were constructive, her blunt approach sparked
reflection among staff and managers about how feedback is delivered and
received. It highlighted the importance of:

- Providing feedback in a supportive manner
- Recognizing individual differences in conflict styles
- Offering practical training to develop conflict resolution skills



Strategies for Improving Conflict Handling
Skills

Developing strong conflict management abilities involves ongoing learning and
practical application. Here are key strategies for service professionals to
enhance their skills:

1. Practice Active Listening
Active listening involves fully concentrating on the guest’s words,
understanding their perspective, and responding thoughtfully. Techniques
include:

- Maintaining eye contact
- Nodding and using affirming gestures
- Paraphrasing the guest’s concerns to confirm understanding
- Avoiding interrupting

2. Maintain Emotional Composure
Staying calm under pressure is crucial. Techniques include:

- Deep breathing exercises
- Taking a brief pause before responding
- Maintaining a neutral tone of voice
- Recognizing personal emotional triggers and managing them

3. Show Empathy and Understanding
Empathy helps guests feel heard and valued. Ways to demonstrate empathy
include:

- Saying, “I understand why you’re upset”
- Apologizing sincerely for inconveniences
- Validating their feelings without necessarily admitting fault

4. Use Positive Language and Solutions
Focusing on solutions rather than problems fosters positive outcomes. For
example:

- Instead of “There’s nothing I can do,” say “Let me see how I can resolve
this for you.”
- Offer alternatives or compensations when appropriate
- Keep the conversation forward-looking



5. Know When to Escalate
Recognizing when a situation requires managerial intervention is vital. Signs
include:

- Repeated complaints despite efforts to resolve
- Aggressive or abusive behavior
- Complex issues beyond the staff’s authority

Training and Development for Conflict
Management

Investing in training programs can significantly improve conflict handling
skills. Effective training should include:

Role-playing scenarios

Workshops on emotional intelligence

Communication skills seminars

Feedback sessions with supervisors

Additionally, fostering a workplace culture that values open communication
and continuous improvement encourages staff to develop and refine their
conflict resolution skills.

Creating a Supportive Environment

A supportive environment enables staff to handle conflicts more effectively.
Tips include:

- Encouraging team collaboration and sharing best practices
- Providing clear protocols for conflict situations
- Recognizing and rewarding excellent conflict management
- Offering mentorship and coaching opportunities

Conclusion: Turning Feedback Into Growth

Orna’s blunt feedback, while seemingly direct, underscores a vital aspect of
professional development—honest, constructive criticism is essential for



growth. However, the delivery and reception of such feedback matter greatly.
Service professionals like Emma can benefit from targeted training and
ongoing support to enhance their conflict handling skills, ultimately leading
to better guest experiences and a more harmonious workplace.

By adopting proactive strategies such as active listening, emotional
regulation, empathy, and solution-focused communication, hospitality staff
can turn challenging situations into opportunities for excellence. Embracing
a culture of continuous learning and open dialogue ensures that conflicts
become stepping stones toward improved service quality and customer
satisfaction.

Remember: Conflict is inevitable, but how you manage it can make all the
difference. Developing strong conflict handling skills is not just beneficial
for individual growth but is crucial for the success and reputation of any
service-oriented business.

Frequently Asked Questions

What prompted Orna to tell the server she needs to
improve her conflict handling skills?
Orna noticed that the server was struggling to manage a difficult customer
interaction, prompting her to suggest that they could benefit from better
conflict resolution skills.

How did the server react to Orna's comment about
needing to learn better conflict handling?
The server initially felt surprised or defensive, but appreciated Orna's
honesty and took it as constructive feedback to improve their skills.

What specific conflict handling skills did Orna
imply the server should improve?
Orna was likely referring to skills such as active listening, empathy, de-
escalation techniques, and maintaining professionalism during tense
situations.

Why is it important for service staff to develop
conflict handling skills?
Effective conflict handling ensures customer satisfaction, reduces stress for
staff, and helps maintain a positive environment, leading to better overall
service quality.



Could Orna's approach to giving feedback be
considered effective or problematic?
While direct feedback can be helpful, the effectiveness depends on delivery;
constructive, respectful communication fosters growth, whereas harshness or
public criticism can be problematic.

What might be the consequences if the server ignores
Orna's advice about conflict handling?
Ignoring such advice could lead to repeated conflicts, customer
dissatisfaction, and potential damage to the establishment's reputation.

How can managers support staff in improving their
conflict resolution skills?
Managers can provide training, role-playing exercises, mentorship, and
constructive feedback to help staff develop these essential skills.

Is there a way for Orna to address her concerns more
tactfully?
Yes, she could approach the situation with empathy and suggest collaborative
improvement strategies rather than directly criticizing the server, fostering
a more positive learning environment.

What lessons can other employees learn from Orna's
experience about giving feedback?
Employees should aim to provide honest, respectful, and constructive feedback
that encourages growth without causing embarrassment or defensiveness.

What is the significance of the phrase 'But Then,
Orna' in this context?
The phrase suggests that there is more to the story or that Orna's actions or
decisions follow her initial comment, possibly indicating a turning point or
additional insight in the situation.

Additional Resources
Orna Bluntly Tells The Server That She Needs To Learn Better Conflict
Handling Skills. But Then, Orna

In the bustling world of hospitality, every interaction between staff and
customers can significantly influence the reputation of an establishment.



Conflict is almost inevitable in such dynamic environments—miscommunications,
unmet expectations, or simple misunderstandings can ignite tensions. How
staff handle these moments often determines whether a guest leaves satisfied
or dissatisfied. Recently, a particular incident involving Orna, a customer
known for her candid demeanor, has brought to light critical lessons in
conflict management. This review aims to analyze the incident
comprehensively, explore the underlying issues, and provide insights into
best practices for conflict resolution in service settings.

---

Understanding the Incident: What Happened?

The incident unfolded in a mid-tier restaurant during a busy weekend evening.
Orna, a regular patron, approached the server with a complaint about her
order—specifically, that her meal was colder than expected. The server, eager
to assist but perhaps lacking adequate conflict management training,
responded defensively, implying that Orna might have been mistaken or that
the kitchen had no fault. Tensions escalated quickly, with Orna expressing
frustration over the dismissive attitude, and the server becoming
increasingly agitated.

Key Events:

- Orna requests to speak with the server about her cold meal.
- The server responds with a defensive tone, possibly feeling criticized.
- Orna persists, articulating her dissatisfaction and requesting a
resolution.
- The server's responses become more confrontational, leading to a heated
exchange.
- The manager intervenes to de-escalate the situation, ultimately replacing
the meal and apologizing.

This scenario underscores several important points: the importance of
conflict handling skills, the role of communication tone, and the impact of
emotional intelligence in service interactions.

---

Analyzing Orna’s Approach: Why Her Feedback Was
Important

Before diving into the conflict resolution aspect, it’s crucial to understand
Orna’s perspective and her role in the incident.



Her Expectations as a Customer

- Quality and Temperature of Food: Customers expect their orders to meet
certain standards, especially regarding temperature, presentation, and taste.
- Respectful Communication: Guests desire to be treated with courtesy,
regardless of the complaint.
- Prompt Resolution: When issues arise, timely and effective solutions are
appreciated.

Her Communication Style

- Orna was straightforward and unapologetic in voicing her concerns.
- Her tone, while firm, was within the bounds of assertiveness.
- She maintained focus on the problem rather than personal attacks, which is
generally conducive to constructive conflict resolution.

Implication: Orna’s approach was reasonable and within expectations for a
customer advocating for her rights. Her feedback, if handled properly, could
have been an opportunity for the restaurant to demonstrate excellent service
recovery skills.

---

The Server’s Response: A Missed Opportunity for
Conflict Management

The server’s reaction, characterized by defensiveness and dismissiveness,
highlights common pitfalls in conflict handling.

Common Mistakes Made by the Server

1. Defensive Posture: Responding to complaints with defensiveness rather than
empathy can escalate tensions.
2. Lack of Active Listening: Failing to acknowledge the guest’s feelings or
concerns reduces the chances of resolution.
3. Tone and Language: Using a dismissive or condescending tone can alienate
the guest further.
4. Failure to Apologize or Empathize: An apology or acknowledgment of the
guest’s experience can defuse anger and demonstrate commitment to service.



Consequences of Poor Conflict Handling

- Increased guest dissatisfaction.
- Negative word-of-mouth and online reviews.
- Potential damage to staff morale and team dynamics.
- Increased likelihood of repeat conflicts if not addressed.

---

The Role of Conflict Handling Skills in
Hospitality

Effective conflict management is a cornerstone of excellent customer service.
It involves a combination of communication skills, emotional intelligence,
and problem-solving abilities.

Core Principles of Conflict Handling

- Active Listening: Truly hearing what the guest is saying, along with
understanding their emotions.
- Empathy: Demonstrating understanding and compassion for the guest’s
feelings.
- Calmness: Maintaining composure regardless of the guest’s tone.
- Responsiveness: Addressing the issue promptly with appropriate solutions.
- Ownership: Taking responsibility for resolving the issue rather than
deflecting blame.
- Follow-up: Ensuring the guest’s concerns are fully addressed and
satisfaction is achieved.

Why These Skills Matter

- They promote positive guest experiences, even in challenging situations.
- They preserve the establishment’s reputation.
- They foster a collaborative and respectful workplace culture.
- They reduce staff stress and conflict burnout.

---

What Orna’s Incident Reveals About Training and



Preparedness

The incident points to gaps in staff training, particularly regarding
conflict management.

Common Deficiencies in Hospitality Staff Training

- Insufficient emphasis on emotional intelligence.
- Lack of role-playing scenarios to practice conflict resolution.
- Inadequate coaching on tone, language, and body language.
- Limited understanding of how to de-escalate tense situations.

Impact of Training Gaps

- Staff may react impulsively or defensively.
- Guests’ concerns may be dismissed or misunderstood.
- Opportunities for service recovery are missed.
- Overall guest satisfaction suffers.

Recommendations for Improvement

- Implement comprehensive conflict management
training modules.
- Incorporate simulated scenarios that reflect real-
life situations.
- Teach active listening and empathy techniques.
- Encourage reflective practices to improve self-
awareness among staff.
- Provide ongoing coaching and feedback.

---

Orna’s Reaction: A Twist and a Learning Moment



Interestingly, in the aftermath of her
confrontation, Orna’s demeanor shifted. She
acknowledged the manager’s intervention, expressed
understanding of the staff’s challenges, and
accepted an apology. This response underscores the
importance of emotional intelligence on both sides.

Lessons from Orna’s response:

- Guests can be forgiving when they see genuine
remorse and effort.
- De-escalation techniques, such as acknowledging
the guest’s feelings and offering solutions, are
effective.
- Mutual respect fosters positive outcomes even in
conflict situations.

---

Strategies for Staff to Handle Conflicts Better

Based on the incident and best practices, here are
actionable strategies for hospitality staff:

1. Active Listening and Validation

- Maintain eye contact.
- Nod or show other non-verbal cues of
attentiveness.
- Paraphrase the guest’s concern to confirm
understanding.



- Use phrases like “I understand how that could be
frustrating.”

2. Empathy and Emotional Intelligence

- Recognize and validate guest emotions.
- Avoid dismissive language.
- Show genuine concern for their experience.

3. Stay Calm and Composed

- Take deep breaths if feeling overwhelmed.
- Keep a neutral tone, avoiding sarcasm or
frustration.
- Use positive language, e.g., “Let’s see how we can
fix this.”

4. Offer Solutions and Follow Through

- Apologize sincerely for the inconvenience.
- Suggest practical resolutions (e.g., replacement,
discount).
- Ensure the resolution is implemented promptly.
- Follow up to confirm satisfaction.

5. Know When to Escalate

- Recognize when a situation requires managerial
intervention.
- Do not take conflicts personally; stay
professional.

---



Conclusion: Turning Conflict into Opportunity

The incident involving Orna and the server serves as
a vivid reminder of the vital role conflict handling
skills play in the hospitality industry. While
Orna’s directness was appropriate, the server’s
response highlighted the pitfalls of inadequate
training and poor communication.

Key Takeaways:

- Training matters: Regular, scenario-based training
in conflict resolution can prepare staff to handle
tense situations gracefully.
- Empathy is essential: Understanding the guest’s
perspective can transform a negative encounter into
a positive experience.
- Self-awareness helps: Staff should be aware of
their emotional responses and manage them
effectively.
- Leadership support: Managers must foster a culture
where resolving conflicts respectfully is
prioritized, and staff are empowered to do so.

In a competitive hospitality landscape, the way
conflicts are handled can set an establishment
apart. Embracing a proactive approach to conflict
management not only enhances guest satisfaction but
also builds a resilient, professional team capable
of turning challenges into opportunities for
excellence. Orna’s experience, though challenging,
offers valuable lessons for everyone in the service



industry—reminding us that the path to exceptional
service often involves mastering the art of conflict
resolution.
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