
Complaint Response Plan for 673 Swanshore Place, Swansea Point 

1. Neighbour Notification and Contact Information 
A printed handout will be distributed to all immediate neighbours. This will outline the 
house and short-term rental (STR) rules, as well as provide contact details for myself, 
our local property manager, and our cleaner as a backup. This ensures neighbours know 
who to contact if any issues arise and helps us address concerns quickly and 
appropriately. 

2. Complaint Handling Procedure 
Upon receiving a complaint, I will first review footage from our exterior security cameras 
to assess the situation. 

o If the complaint is confirmed, I will contact the guests directly via the rental 
platform or their personal phone numbers. 

o If I am unable to reach the guests or resolve the issue remotely, I will dispatch 
our local manager to assess and handle the situation in person. 

o If guests are found in violation of house rules and fail to comply, we will take 
further steps, which may include notifying the appropriate authorities (e.g., for 
noise violations), filing a report with Airbnb/VRBO, or issuing fines. In serious or 
ongoing cases, we reserve the right to terminate the reservation early. 

3. Guest Accountability and Repeat Offenders 
Any guest group that fails to follow our rules will be documented in our internal records 
as “not eligible for future stays.” We regularly update and communicate with our 
neighbours regarding which guests will not be welcomed back, to promote a respectful 
and peaceful environment for all. 

4. Complaint Verification and Follow-Up 
All neighbour complaints will be investigated and verified by myself, our manager, or 
our cleaner. Valid concerns will be addressed promptly and appropriately, ensuring we 
maintain positive relationships within the community. 

 

 

 

 

 

 

 

 

 






