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Key Focus Topic: Resolving Guest Disputes: Ellie
· Why guest dispute occurs
Guest disputes often happens because of misunderstandings, unmet expectations, or unexpected issues during a stay. According to (admin@inplass.com, 2024), conflicts can arise when guests feel their needs weren’t fully understood, when something doesn’t go as they anticipated, or when unforeseen problems, like room issues or service delays, disrupt their experience. These situations can easily lead to frustration, making clear communication and proactive service is essential to preventing disputes.
· Industry Wide Pressures
Guest disputes in hotels can increase when rapidly changing guest expectations are not met, and the Deloitte article highlights several pressures that contribute to this. According to Deloitte (2024), the hospitality industry is “constantly trying to keep up with ever‑changing consumer demands,” driven by generational shifts, technology developments, and a growing desire for personalised experiences. When hotels struggle to deliver the seamless, tailored service guests now expect, especially as “technology enables the luxury experience” and travellers look for consistent digital and in‑person touchpoints. Any gap between expectation and reality can quickly lead to dissatisfaction. The article also notes that the “guest of the future is incredibly diverse,” meaning hotels must manage a wide range of needs and preferences. If staff or systems fail to recognise or respond to these differences, guests may feel overlooked or undervalued, increasing the likelihood of disputes. In this way, the fast‑evolving landscape described by Deloitte directly heightens the risk of misunderstandings, unmet expectations, and conflict during a stay (Deloitte, 2024).

· How to handle a dispute
When a dispute arises in a public sector service, Nel and colleagues (2000) point out that what really matters to people is feeling that the process is fair, clear, and respectful. Citizens don’t judge the experience only by whether they “win” the complaint, they pay close attention to how they were treated along the way. That means a good resolution process isn’t just about the final decision. It’s about explaining what’s happening in plain language, responding without unnecessary delays, and treating the person with genuine courtesy and empathy. When these things are in place, people are far more likely to walk away feeling satisfied, even if the outcome isn’t exactly what they wanted.
· The importance of effective dispute resolution
Research by Tantawy and Losekoot (2000) shows that when hotel staff handle complaints promptly and professionally, guests are far more willing to return, turning a negative experience into an opportunity for service recovery and improvement. Their study emphasizes that guest complaints should be viewed not as threats but as valuable feedback, allowing hotels to identify service gaps and refine operations. They also found that proficiency in resolving complaints leads to higher guest loyalty, demonstrating that the way staff respond in moments of service failure can have a greater impact on guest perceptions than routine service interactions. Effective dispute resolution therefore becomes a strategic tool, one that enhances retention, builds trust, and reinforces a hotel’s commitment to consistent, high‑quality service.
· Theory- Maslow's hierarchy of needs- guests need to feel respected and heard. 
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Maslow’s hierarchy of needs helps explain why thoughtful guest service matters so much, especially during disputes. At the foundation, every guest needs to feel safe, respected, and acknowledged, this aligns with Maslow’s physiological and safety needs, which in hotels translate into providing “a clean and functional environment where guests can relax and refresh themselves” and ensuring strong security and reassurance , according to a post on Linkedin is “effective security systems, reliable door locks, fire alarms” (Linkedin.com, 2026). When a concern arises, listening actively and validating their feelings meets these essential needs and prevents the situation from escalating. Once guests feel heard, you can move into the next level by creating a sense of belonging and trust, reflecting Maslow’s social needs, where warm, personalised interactions help guests feel included and emotionally supported. As the dispute resolution progresses, addressing esteem needs through recognition, respect, and restoring confidence, helps guests feel valued rather than dismissed. By the time you reach the higher levels, offering personalised service and leaving them with a positive impression fulfils their deeper need for self‑actualisation, where hotels aim to deliver experiences that are not only satisfying but enriching. In this way, resolving a dispute becomes more than fixing a problem, it becomes an opportunity to meet guests’ psychological needs and reinforce their sense of being valued as individuals (McLeod, 2025; Linkedin.com, 2026).

Role Play
Guest (frustrated) Niamh:
Front Desk Manager (calm, attentive) Ellie:  
I am very sorry about this situation, I am just going to pull up your reservation to see what has gone wrong. I can completely understand why you are upset and frustrated and I just want you to know that this is not the standard we aim for here at The Evergreen Mumbles. 
Guest’s Partner (adding pressure) Keira:
Housekeeping Supervisor (explaining) Poppy: 
Duty Manager (stepping in with solutions) Lily: 
Guest (softening) Niamh: 
Front Desk Manager Ellie: 
And we’ll make sure you get it. Thank you for giving us the chance to put this right. 
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