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Topic: Assessing the impact of Proper Guest Complaint Management on Service Quality Improvement: The case of Coldra Court Hotel
[bookmark: _Toc190634718][bookmark: _Toc190636134][bookmark: _Toc190637157]Abstract
The hospitality industry relies significantly on service quality dimensions, as they directly influence guest satisfaction, brand reputation, and customer retention. Effective guest complaint management plays a pivotal role in enhancing service quality, as it helps identify service failures and operational inefficiencies. So, this research aims to assess the impact of proper guest complaint management on service quality improvement of Coldra Court Hotel. This study identifies the satisfaction level of guest with service quality provided by Coldra Court Hotel. Then, it analyses how effective complaint resolution affects guest retention. Also, it provides effective strategies for enhancing complaint management and service quality at Coldra Court Hotel.
This research adopts a positivist philosophy with a deductive approach, using a case study of Coldra Court Hotel. It employs quantitative methods, collecting primary data through structured surveys with 50 guests. Data is analysed using descriptive and inferential statistics to examine the relationship between complaint resolution and guest retention.
The study indicates that guests generally express satisfaction with Coldra Court Hotel’s service quality, particularly praising cleanliness, hygiene standards, and the hotel’s inviting atmosphere. Staff professionalism and friendliness received slightly lower ratings, but overall, the hotel maintains a positive guest experience. Also, the study finds that the efficient handling of complaints at Coldra Court Hotel positively influences guest retention. Guests who experience effective complaint resolution are more likely to return, demonstrating that complaint management plays a crucial role in fostering guest loyalty and repeat visits. Then, the study suggests that to improve complaint management and service quality, the hotel should focus on quick complaint resolution, enhanced staff training, better communication during issue resolution, and improved room quality with added amenities. These strategies will increase guest satisfaction, promote repeat bookings, and strengthen customer loyalty.
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[bookmark: _Toc190637158]1 Introduction 
1.1 [bookmark: _Toc190637159]Background of the Study
The hospitality industry depends heavily on service quality dimensions because they determine both guest satisfaction levels and brand reputation as well as customer retention rates. The effective management of guest complaints stands as a crucial factor in service quality because complaints offer point-to-point information about service breakdowns and operation issues (Ali et al., 2021). It is essential to address guest complaints professionally since such action both eliminates service challenges and creates increased trust and prolonged guest loyalty (Kumar and Kaur, 2020). Despite its reputation, Coldra Court Hotel faces several challenges in guest complaint management. The guest feedback management process at Coldra Court Hotel which operates as a Celtic Manor Resort property needs thorough evaluation since it affects the quality of services delivered to diverse customer groups (Coldra Court Hotel, 2025). The procedure for complaint management needs immediate acknowledgment followed by compassionate engagement to solve customer concerns in a timely manner. Hotels that handle complaints efficiently lead to bigger guest satisfaction rates alongside higher rates of customer repeat visits (Sangpikul, 2022). When complaints receive inadequate management guests tend to submit negative reviews while feeling dissatisfied and leading to monetary losses for the hotel. Research to grasp the complaint resolution-service quality relationship at Coldra Court Hotel becomes essential because it reveals strengthening prospects. This study investigates hotel guest satisfaction with service quality while examining how complaint resolution impacts retention levels and suggests practice improvements for complaint management systems. The hotel will strengthen its market position across the hospitality sector through these findings as it continuously improves its operations (Hermawati, 2022). The investigation demonstrates that guest evaluation stands as an essential instrument to boost services and manage customer relations.
[bookmark: _Toc190637160]1.2 Overview of the Case Study
Coldra Court Hotel operates as part of Celtic Manor Resort in Newport Welsh area and provides comfortable accommodations, dining, and leisure facilities (Coldra Court Hotel, 2025). Coldra Court Hotel has well-appointed spaces, fitness facilities and meeting areas as well as a well-known establishment known as The Rib Smokehouse & Grill where guests can enjoy dining. The hotel welcomes all types of travelers since it provides exceptional service within a friendly environment (Coldra Court Hotel, 2025). Continuous service enhancement remains vital for the hotel because it needs to improve complaint handling in order to preserve guest satisfaction and maintain customer loyalty.
[bookmark: _Toc190637161]1.4 Research Aim and Objectives
[bookmark: _Hlk190636485]This research aims to assess the impact of proper guest complaint management on service quality improvement of Coldra Court Hotel. The objectives of this research are presented as follows:
· To identify the satisfaction level of guest with service quality provided by Coldra Court Hotel.
· To analyse how effective complaint resolution affects guest retention. 
· To provide effective strategies for enhancing complaint management and service quality at Coldra Court Hotel.
[bookmark: _Toc190637162]1.5 Research Questions
The research questions are presented as follows:
· What is the level of guest satisfaction with the service quality provided by Coldra Court Hotel?
· How does effective complaint resolution influence guest retention at Coldra Court Hotel?
· What strategies can be implemented to enhance complaint management and improve service quality at Coldra Court Hotel?
[bookmark: _Toc190634724][bookmark: _Toc190636140][bookmark: _Toc190637163]1.5 Structure and Scope of the Research

[bookmark: _Toc190637199]Figure 1:Structure of the Research
This research is organised into seven chapters. Chapter 1 provides an introduction to the study, followed by a literature review in Chapter 2. Chapter 3 details the research methodology while Chapter 4 presents the hotel's assessment and key findings. Chapter 5 offers an in-depth discussion of the results, leading to Chapter 6, which concludes the study and includes recommendations and practical strategies for implementation in Chapter 7.









[bookmark: _Toc190637164]2 Literature Review 
[bookmark: _Toc190637165]2.1 Satisfaction level of guest with service quality provided by hospitality industry
Service quality throughout its different dimensions greatly affects how satisfied guests become with their experiences in hospitality settings.  Ramphal and Nicolaides (2019) state that the tangible aspects of service quality include all physical elements which visitors experience. The fundamental requirement for building guest warm reception lies in maintaining neat and sanitary conditions throughout rooms and restaurants and common areas. Contemporary well-kept furnishings together with attractive décor elements improve both convenience and visual aspects of the facility (Ali et al., 2021). The presence of Wi-Fi together with gyms and pool access and business facilities significantly enhances guest satisfaction because they address various needs. On the other hand, Nunkoo et al. (2020) contrast that poor cleanliness, outdated furniture, or poorly maintained facilities can detract from the guest experience, leaving them dissatisfied. Lack of essential amenities or malfunctioning equipment, such as slow Wi-Fi or a broken gym, can result in frustration and complaints.
Similarly, Rao and Sahu (2023) assert that the reliability principle in customer service demands consistent and steady delivery of all promised services. The satisfaction of guests relies heavily on keeping reservations precise and delivering timely room service while maintaining experienced housekeeping services (Sangpikul, 2022). A hotel that maintains consistent service quality creates trustworthy environments which make guests depend on the facility for effortless stays. On the contrary, Ogbeide et al. (2017) criticize that when customers experience variations in service delivery such as overbooking combined with late room services, they develop frustration because of this unreliable experience
In the same way, Vujić et al. (2019) highlight that the quality of guest need resolution through hotel personnel along with their speed of service delivery defines responsiveness. The combination of fast services for guest inquiries and complaints along with efficient check-in and check-out procedures and immediate attention to special demands leads to positive feedback (Hermawati, 2022). Fast service delivery to guest needs results in higher satisfaction for guests during their stay. On the other hand, Shahril and Aziz (2022) dispute that slow or unhelpful responses to inquiries, delayed check-in/check-out processes, and a lack of attention to guest concerns can lead to dissatisfaction. 
Similarly, Mey et al. (2016) emphasize that pprofessionalism and courteous behaviour of staff constitute the main elements of assurance. Guests highly appreciate staff members with extensive knowledge because they can resolve their problems and supply critical information while delivering personal attention. The welcoming attitude of hotel employees establishes a secure environment which leads to better guest satisfaction (Kumar and Kaur, 2020). Conversely, Mahmoud et al. (2018) refute that unprofessional or rude employees can create a negative atmosphere. Lack of expertise or inability to answer guest questions leave them feeling uncertain or dissatisfied. 
In the same way, Tefera and Govender (2017) suggest that requesting personal attention from guests defines Empathy as the final aspect of hotel service. Customised services combined with thoughtful gestures like birthday surprises and loyalty rewards helped by understanding staff needs allow guests to experience better satisfaction levels and loyalty (Ramphal and Nicolaides, 2019). On the contrary, Yasin and Yavas (2021) contend that a lack of personalization such as treating guests impersonally or failing to recognize their individual preferences, can lead to guests feeling neglected. 
[bookmark: _Toc190637166]2.2 Role of effective complaint resolution in guest retention in hospitality industry
Effective complaint resolution plays a crucial role in guest retention in the hospitality industry.  Mei et al. (2022) propose that effective complaint resolution demonstrates that a hotel or service provider values its guests and is willing to address issues promptly. Efficient problem resolution rebuilds trust because it demonstrates both listening skills and customer value to the guest (Rao and Sahu, 2023). A well-handled complaint establishes customer trust which causes them to visit again even after they have met with unfortunate past incidents. On the other hand, Dinnen and Hassanien (2021) argue that awkward handling of complaints combined with unresolved requests will cause the guest to lose trust in the hotel while feeling mistreated and disregarded. Ignoring customer confidence restoration will make the guest opt for different hotels during subsequent visits and possibly tell others about their unpleasing hotel experience (Tefera and Govender, 2017).
Similarly, Stranjancevic and Bulatovic (2021) indicate that an appropriate resolution of guest complaints enables the complete transformation of an unsatisfactory encounter. Hotel guests remember correctly-handled problems better than problem-free stays and view accommodations with superior management capabilities positively. Guests who receive proper resolution of their complaints evolve into loyal customers because they understand how their concerns received attention (Dinnen and Hassanien, 2021). Hotel guests usually cherish the professional service which resolved their complaints more than they remember the original concerns. On the contrary, Mey et al. (2016) contend that irritated guests tend to enhance their unfavorable opinions about hotels when they encounter inadequate complaint management. Any unresolved complaints will blot out positive hotel experiences thereby creating unhappy guests who plan to stay away in future visits.
In the same way, Nunkoo et al. (2020) assert that hotel reputation suffers from unresolved complaints which produces damaging feedback that ends up in negative reviews. The timely resolution of complaints protects the hotel from negative word-of-mouth statements and unfavourable online reviews (Yasin and Yavas, 2021). When guests encounter well-managed complaints, they tend to promote the quality of staff service and hotel commitment to service satisfaction hence improving overall reputation management. On the contrary, Vujić et al. (2019) disagree with ineffective complaint management worsens problems which creates negative evaluations that destroy the hotel's good reputation. 
Similarly, Ogbeide et al. (2017) point out that the implementation of an orderly complaint resolution system demonstrates both professional attitudes along with guest-focused business practices. The commitment shown by hotels to resolve issues creates a positive effect that strengthens the belief their main focus lies in customer satisfaction (Nunkoo et al., 2020). Hotel guests-built trust with the hotel through their service commitment which drives them to repeatedly visit the property because they can depend on quality service delivery. On the other hand, Rao and Sahu (2023) criticize that a hotel faces service quality issues if their staff members lack professional commitment and display inadequate empathy when handling guest complaints. 
In the same way, Shahril and Aziz (2022) suggest that the process of handling complaints better through individual guest preferences helps build personal connections by showing empathy. Enhancing ordinary solutions through custom gestures such as room enhancement and complimentary benefits or special apologies ensures that average solutions become outstanding (Ogbeide et al., 2017). Guests demonstrate higher loyalty toward an establishment after receiving personalised attention to their complaints that shows they understand their needs. On the contrary, Ramphal and Nicolaides (2019) contrast that customers tend to perceive unemotional responses from hotels when staff handle complaints in a standard form without showing individual care.
[bookmark: _Toc190637167]2.3 Strategies for enhancing complaint management and service quality hospitality industry
Mahmoud et al. (2018) discuss that the hospitality industry requires an established complaint resolution process for improving complaint management effectiveness. The guest complaint resolution system needs to have precise operational procedures that train personnel in complaint reception and issue resolution methods. All forms of guest communication to voice grievances should be clearly available through in-person meetings and calls and emails or social media methods (Ogbeide et al., 2017). Frontline staff members need training to address small issues but they should divert complicated complaints towards managers to maintain service effectiveness. On the contrary, Ramphal and Nicolaides (2019) contrast that if the process is overly rigid or slow, guests may feel their concerns are not taken seriously. A lack of flexibility in resolving complaints can lead to guest dissatisfaction, particularly when their needs fall outside the established procedure.
In the same way, Nunkoo et al. (2020) assert that the education of staff members about customer service techniques and emotional intelligence enables them to approach guests with professionalism and empathy. Continuous training on communication skills and conflict resolution and active listening prepares team members to address complaints effectively which ultimately enhances guest satisfaction during difficult situations (Mohd Shahril and Aziz, 2022). On the other hand, Kumar and Kaur (2020) contend that individuals following poor training or failing to apply their education will result in complaints being handled in a way that lacks genuineness and appears like a computerized system. 
Similarly, Yasin and Yavas (2021) explain that digital surveys along with in-app feedback technologies create opportunities for guests to express their concerns at the point of occurrence. Hotels demonstrate their guest satisfaction commitment by quickly handling received feedback which enables them to address problems before they become more serious (Mahmoud et al., 2018). On the contrary, Hermawati (2022) disagree with using real-time feedback excessively results in both excessive information bombardment and excessive guest interruptions throughout their hotel stay. 
In the same way, Dinnen and Hassanien (2021) note that the guest loyalty system strengthens when hospitality operators individualize their complaint handling process. Optioned improvements combined with customized remediation actions transform unfavorable experiences into good ones because guests recognize the organization takes their issues seriously. On the contrary, Sangpikul (2022) criticize that personalization becomes ineffective when handled insincerely and discriminatory towards specific hotel guests since others will believe they obtain equal treatment of their concerns. 
Similarly, Mei et al. (2022) propose that hotel management obtains valuable insight about recurring issues and weak services by analyzing complaints information. Hotel establishments track and classify guest complaints to discover emerging patterns which becomes essential for both quality improvement and complaint prevention (Mahmoud et al., 2018). On the other hand, Ali et al. (2021) contrast that hotel operations become compromised when complaints receive improper analysis and patterns are disregarded because it allows critical issues to persist.


[bookmark: _Toc190637168]3 Methods
This chapter outlines the research methodology, including philosophy, approach, strategy, data collection, analysis, sampling, and ethical considerations ensuring reliability.
[bookmark: _Toc190637169]3.1 Research Philosophy
Therefore, this research study follows a positivist research philosophy, which advocates objectivity and the utilization of scientific methods for obtaining quantifiable and generalizable result (Cottrell, 2014). This study used a positivistic approach because it involves measuring the relationship between proper management of guest complaints and service quality improvement through statistical tests. It comes with the risk of neglecting the more subjective experiences and feelings of the guests (Diamantopoulos and Schlegelmilch, 2002).
[bookmark: _Toc190637170]3.2 Research Approach
This study adopts a deductive research approach in the sense that it starts from theories about service quality, complaint handling, and customer satisfaction. Hypotheses are derived from these theories and tested through data collection (Veal, 2006). This is consistent with positivism, given the systematic hypothesis testing it encourages, and this focus ensures that cause-and-effect linkages between complaint management and service quality improvement can be mapped out with clarity (Collis and Hussey, 2014). This may impose a constraint on research as researchers must identify potential new approaches before the study begins.
[bookmark: _Toc190637171]3.3 Research Strategy
The research uses a case study approach, and the case is Coldra Court Hotel. All options provide an opportunity to take a closer look on real life problems in a particular context — this is called case studies. This a good strategy because it provides a way for thorough reporting regarding guests' complaints handling and their effect on the accommodation service quality (Saunders et al., 2012). Case studies cannot be broadly applied, limiting the applicability of findings to other hotels of hospitality businesses with distinct operational structures.
[bookmark: _Toc190637172]3.4 Research Method
Quantitative research methods are adopted in this study, which involve the collection of numerical data that can be analyzed statistically (Bryman, 2008). Quantitative research can be used to measure customer satisfaction and to see trends with guest retention based on the chosen answers. It also ensures objectivity as data is collected through standardized instruments. While quantitative research eliminates bias by using closed-response format, this limits the opportunity for guest to provide their own feedback in detail (Denscombe, 2010).
[bookmark: _Toc190637173]3.5 Data Collection
This research used primary data collected using a survey questionnaire that was distributed to hotel guests in a structured manner. Closed-ended questions with Likert scales are included in the survey to assess guests' satisfaction with the service quality, their experiences with complaint resolution, and the likelihood of returning to the hotel (Collis and Hussey, 2014). They ensure that the answers provided are consistent, which makes data analysis easier and more reliable. Survey results can be biased and untrustworthy due to response bias, which occurs when respondents give answers that they feel reflect their views or opinions better than the better-answering method (Cottrell, 2011).
[bookmark: _Toc190637174]3.6 Sampling Technique
Here, 50 guests of Coldra Court Hotel were used as samples based on purposive sampling. This sampling approach as a nonprobability ensures a relevant sample as respondents will have some experience with regards to hotel and can understand their service quality and complaints process. The study finds its most targeted insights by reaching individuals who must have interacted with the hotel's complaint resolution system in respect of their stay (Saunders et al., 2012). Although purposive sampling restricts the generalizability of findings, it increases the relevance of the study as all responses are from individuals who possess firsthand experiences. There is a risk of selection bias here, as the researcher is selecting participants based on criteria, potentially missing wider guest perspectives (Denscombe, 2010).
[bookmark: _Toc190637175]3.7 Data Analysis
Statistical analysis is used to this end, the study performing analysis to survey responses. Guest satisfaction levels are summarized using descriptive statistics (mean scores, standard deviations), while inferential statistics (correlation or regression analysis) probe for relationships between the effectiveness of complaint resolution and guest retention (Saunders et al., 2012). This involves applying statistical techniques to the data to identify patterns, trends, and relationships that are significant and meaningful. Statistical methods alone might not tell the whole story about guest’s experience, as numbers alone might not be able to explain why guests get dissatisfied (Cottrell, 2011).
[bookmark: _Toc190637176]3.8 Ethical consideration
This study follows ethical principles to protect participants rights and the integrity of the data. Participants will provide informed consent and will be informed of study purpose and voluntary participation. Responses will be anonymized and data will be kept secure to ensure confidentiality. Participants may withdraw at any time without penalty (Collis and Hussey, 2014). Furthermore, data protection will adhere to ethical research standards where data collected will be used only for academic scrutiny and will not be shared with any third party.









[bookmark: _Toc190637177]4 Case Study Hotel Overview and Findings 
[bookmark: _Toc190637178]4.1 Case Study Hotel Overview
Coldra Court Hotel, part of the Celtic Collection, is a stylish and modern hotel located in Newport, Wales. It features nice accommodations, a fitness center, and a swimming pool which makes it ideal for both leisure and business travelers. The hotel includes The Rib Smokehouse & Grill, serving hearty fare, and flexible venues for meetings and celebrations. Coldra Court Hotel is ideally located at close proximity to the M4 motorway, offering a comfortable and welcoming option to stay near the main attractions and business centers in South Wales.
[bookmark: _Toc190637179]4.1.1 SWOT Analysis
Strengths: As a part of Celtic Collection, Coldra Court Hotel enjoys a reputable brand affiliation, lending credibility and making it more attractive for prospective guests. The property is strategically located close to the M4 motorway, making it ideal for leisure and business customers alike. The hotel boasts fantastic facilities including a fitness center, swimming pool and The Rib Smokehouse & Grill. Its extensive event spaces also make it a popular venue for business meetings, weddings, and other events.
Weaknesses: The hotel sometimes receives complaints from guests about the quality of service, as well as staff behavior. Issues with food availability in restaurant due to poor procedures regarding stock management have negatively impacted guest experience. Also, Coldra Court Hotel has nothing special beyond what is found at higher ends hotels (Benzaghta et a., 2021).
Opportunities: Improving the staff training and service delivery of the hotel can further increase the guest satisfaction. With automation and AI based booking systems, operations can be streamlined, and guest experiences personalized (Coldra Court Hotel, 2025). Implementing loyalty programs and exclusive offers can improve customer retention as well as increase overall profitability in the long run.
Threats: Coldra Court Hotel has a big competitive threat from other hotels with lower prices and more amenities nearby. Economic challenges like inflation and recessions can affect guests’ disposable income and travel habits. In addition to that, negative online reviews can damage the reputation of the hotel that will impact future bookings, so hotel reputation management is vital for long-term success.
[bookmark: _Toc190637180]4.1.2 PEST Analysis
Political Factors: Government regulations such as health and safety legislation, laws on employment and diversity, and tourism-related laws affect the UK hospitality sector which Coldra Court Hotel is in. The end of free movement because of Brexit has seen labor become less available and staff more difficult to recruit. Moreover, changes in government policies concerning taxes, business rates, and environmental regulations may impact operational costs and sustainability initiatives (Coldra Court Hotel, 2025)..
Economic Factors: Inflation, exchange rates, and disposable income levels are examples of economic conditions that directly affect hotel bookings and the amount of money guests spend while at your establishment. Recessions can lead to a decline in business and leisure travel, and increasing costs of operation, such as for wages and energy, can impact profitability (Yüksel, 2021). The hotel, however, can take advantage of the solid domestic tourism market, with travelers looking for inexpensive options to flying overseas.
Social Factors: Shifting consumer preferences, including growing demand for personalized experiences, sustainability efforts and wellness-oriented amenities, are changing guest expectations. Online reviews and social media feedback is essential to reputation management. Furthermore, demographic dynamics (an older population, more demand for experiences rather than material goods) may yield opportunities for targeted marketing (Coldra Court Hotel, 2025).
Technological Factors: Advancements in technology, including AI-driven booking systems, automated check-ins, and digital marketing, provide opportunities for improving guest experience and operational efficiency. The hotel visibility and reputation have a high influence from online platforms and review sites such TripAdvisor. Smart room technologies and AI-driven customer service may be implemented for even more satisfied guests and better hotel operations (Coldra Court Hotel, 2025).
[bookmark: _Toc190637181]4.1.3 Competitor Analysis
Coldra Court Hotel offers mid-range pricing, with room rates averaging £90–£150 per night which depends on the season and availability (Coldra Court Hotel, 2025).. Its main competitor, The Celtic Manor Resort, provides luxury accommodations at £150–£300 per night and thus, offering premium services. Hilton Newport and Holiday Inn Newport fall within a similar range of £80–£140 per night which competes on affordability and service quality.
[bookmark: _Toc190637182]4.2 Findings 
[bookmark: _Toc190637183]4.2.1 Demographic Statistics
Age Group of Respondents:

[bookmark: _Toc190637200]Figure 2: Age Group of Respondents
The age group distribution of respondents shows a significant concentration in the 25-44 age range with 32% of respondents aged 25-34 and 38% aged 35-44. Also, younger guests aged 18-24 represent 22% while older age groups such as 45-54 and 55-64 make up only 6% and 2% respectively.
Gender of Respondents:

[bookmark: _Toc190637201]Figure 3: Gender of Respondents
The gender distribution of respondents shows that 60% are male while 38% are female. A small percentage, 2%, identify as other. Thus, this suggests a higher representation of male guests with a significant proportion of female respondents and a minor presence of other gender identities in the sample.
[bookmark: _Toc190637184]4.2.2 Satisfaction level of guest with service quality provided by Coldra Court Hotel
	Description
	Mean
	Standard Error
	Median
	Mode

	Relative level of satisfaction of guests with the overall service quality at Coldra Court Hotel
	4.6
	0.094760708
	5
	5

	Relative level of satisfaction of guests with the professionalism and friendliness of hotel staff at Coldra Court Hotel.
	4.42
	0.086141791
	4
	4

	Relative level of satisfaction of guests with the cleanliness and hygiene standards at Coldra Court Hotel.
	4.66
	0.067672682
	5
	5


[bookmark: _Toc190637208]Table 1: Satisfaction level of guest with service quality provided by Coldra Court Hotel
The data indicates the satisfaction levels of guests (i.e. guests who rated "good" or "very good") with various aspects of service quality at Coldra Court Hotel, showcasing that overall, they received positive feedback. The service quality received a high satisfaction score at the hotel, with a mean of 4.6, a standard error of 0.09, the median and the mode values were 5, which means that most guests were highly satisfied. The score of 4.6 indicates that for questions related to service at Coldra Court Hotel, guests generally rated the hotel very well, and this is confirmed by the small standard error in the answers to these questions. The mode and median both being 5 shows a consistent sense of satisfaction among the respondents.
On average, hotel staff friendliness/professionalism scored 4.42 and a standard error of 0.09 indicating general satisfaction with a net positive score. The median and mode values in this case are both equal to 4, so, there quite a number of guests who rated the professionalism and friendliness of staff as good, leaving some room for improvement. While above the mean, the 4.42 could indicate that guests saw a lack of friendliness or professionalism every once in a while.
Coldra Court Hotel scored the highest mean (4.66), standard error (0.07), median (5) and mode (5) for cleanliness and hygiene satisfaction level. Such a high score considers a significant guest perception of cleanliness meaning that in the majority that stayed at the hotel guests were more than satisfied with the hygiene applied in the hotel. The low standard error also confirms that the guests all generally agreed, cleanliness seems to be one of the hotel traits that stand out.
[bookmark: _Toc190637185]4.2.3 Impact of effective complaint resolution affects guest retention
4.2.3.1 Correlation between effective complaint resolution affects guest retention
	
	Effective complaint resolution
	Guest retention

	Effective complaint resolution
	1
	

	Guest retention
	0.41101953
	1


[bookmark: _Toc190637202]Figure 4: Correlation between effective complaint resolution affects guest retention
There is a moderate positive correlation (r=0.411) between effective complaint resolution and guest retention, indicating that the better the complaint is resolved, the more likely guests are to return. It implies that guest retention is increased, as the effectiveness of complaint resolution improves. Such correlation indicates that the majority complaints from guest on average should be effectively managed by Coldra Court Hotel to make the guest happy to boost their satisfaction level and excel on their organizations to be back again enhances the loyalty for the organization long-term moving towards business growth.
4.2.3.2 Regression of effective complaint resolution affects guest retention
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	df
	SS
	MS
	F
	Significance F
	
	
	

	Regression
	1
	2.66582677
	2.66582677
	9.75735815
	0.003026
	
	
	

	Residual
	48
	13.1141732
	0.27321194
	
	
	
	
	

	Total
	49
	15.78
	 
	 
	 
	
	
	

	
	
	
	
	
	
	
	
	

	 
	Coefficients
	Standard Error
	t Stat
	P-value
	Lower 95%
	Upper 95%
	Lower 95.0%
	Upper 95.0%

	Intercept
	3.011811
	0.52011811
	5.79062902
	5.2277E-07
	1.966043
	4.057579
	1.966043
	4.057579

	Effective complaint resolution
	0.362205
	0.1159546
	3.12367702
	0.00302592
	0.129062
	0.595347
	0.129062
	0.595347



This study uses regression analysis to determine how well hotel guests maintain continue staying at Coldra Court Hotel because of successful complaint resolution methods. The strength of relationship between complaint resolution excellence and guest retention stands at 0.411. Only 16.89% of the changes in guest retention stem from effective complaint resolution according to the R Square value of 0.1689 but other factors influence the remaining 83.11%. ANOVA results demonstrate statistical significance in the regression model because the F-value reached 9.76 and Significance F reached 0.003 below the 0.05 threshold. The study results demonstrate that proper complaint management practices generate significant impacts on guest retention levels. Guest retention tends to increase by 0.362 units whenever hotels improve their complaint resolution process by one unit. This predictor proves significant due to its p-value of 0.003. Statistical calculations show that even without improvements in complaint resolution guest retention rates stay at a moderate level with a value of 3.01. The reliability of these findings is supported through the 0.129 to 0.595 interval value observed within the 95% confidence range of the coefficient. The regression equation is:
Guest Retention = 3.011 + 0.362 (Effective Complaint Resolution)
This equation indicates that when effective complaint resolution is zero, guest retention remains at 3.011. For every one-unit increase in complaint resolution effectiveness, guest retention increases by 0.362 units which highlights its positive impact on customer loyalty at Coldra Court Hotel.
[bookmark: _Toc190637186]4.2.4 Effective strategies for enhancing complaint management and service quality at Coldra Court Hotel
4.2.4.1 Relative importance of Key area of complaint management that requires the most improvement at Coldra Court Hotel
	Relative importance of Key area of complaint management that requires the most improvement at Coldra Court Hotel
	Mean
	Standard Error
	Median
	Mode

	Speed of response
	4.68
	0.066639
	5
	5

	Attitude of staff
	4.5
	0.125357
	5
	5

	Resolution effectiveness
	4.52
	0.099959
	5
	5

	Communication during resolution process
	4.62
	0.080255
	5
	5


[bookmark: _Toc190637209]Table 2: Relative importance of Key area of complaint management that requires the most improvement at Coldra Court Hotel
The evaluation of important complaint management aspects in Coldra Court Hotel's operations shows which issues matter most to hotel guests. Guests place the greatest importance on quick responses because they scored the speed of response with 4.68 on average. The survey data demonstrates a clear pattern with an error level below 0.0666 and 5 as both the most frequently used rating and the midpoint showing a large number of guests consider this aspect very vital. The results show that staff behavior during complaint management requires improvement because respondents rated the attitude of staff with a mean score of 4.5. The standard error rate of 0.1254 indicates some variability in responses although the median and mode of 5 validate that guests generally consider this aspect extremely important. The evaluation of responsibility to resolve complaints scored 4.52 points on average indicating guests want faster effective resolutions. Responses reveal a relative level of consistency since most guests rated to 5 on average while displaying a 5 as both median and mode value (standard error = 0.0999). The survey results revealed that maintaining guest information during resolution procedures scored highly with 4.62 on the mean scale. The combination of 0.0803 standard error with both 5 as the median and mode indicates a highly consistent opinion among participants. Improving these guest satisfaction areas will lead to substantial enhancement at Coldra Court Hotel.
4.2.4.2 Relative importance of improvements increasing the likelihood of guests staying at Coldra Court Hotel again
	Relative importance of improvements increasing the likelihood of guests staying at Coldra Court Hotel again
	Mean
	Standard Error
	Median
	Mode

	Faster complaint resolution
	4.44
	0.091071
	5
	5

	More personalized service
	4.32
	0.125974
	5
	5

	Better staff training
	4.6
	0.080812
	5
	5

	Improved room quality
	4.62
	0.089852
	5
	5

	More amenities/services
	4.58
	0.081266
	5
	5
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The evaluation of essential improvements for hotel guest retention shows three central points which would boost guest repetition at Coldra Court Hotel. The guests assigned 4.62 as the highest mean score to room quality indicating its essential nature for hotel satisfaction. This rating factor received essential scores from most guests and respondents displayed high response consistency because the standard error measure 0.0899 and the median and mode value was 5. The statistic of 4.6 regarding better staff training displays an essential requirement for hotels to deploy enhanced training initiatives that enhance service quality. The standard error (0.0808) with median (5) and mode (5) reveals that respondents showed extensive agreement with the record. Guests place significant value on supplementary facilities that improve their hotel experience based on the 4.58 mean score. Guests show uniformity in their view about the importance of this need as demonstrated by the standard error value of 0.0813. Guests strongly value timely resolution of complaints given the mean score of 4.44 for this factor. The standard error at 0.0911 shows slightly more variability in how people perceive these attitudes. The results indicate that guest satisfaction could be improved by providing more personalized service experiences since customers assigned this need a mean score of 4.32. This statistic shows the maximum variability among guest responses at 0.126. The successful resolution of these critical business elements should result in better retention and satisfaction from guests.
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[bookmark: _Toc190637188]5.1 Identification of the satisfaction level of guest with service quality provided by Coldra Court Hotel
Guest satisfaction concerning service quality stands at a high level throughout Coldra Court Hotel property. Guest surveys show positive feedback about the holistic hotel experience because the establishment delivers satisfactory hospitality services to customers. Guest satisfaction toward cleanliness and hygiene operations struck the highest point because most survey participants gave this sector very high evaluations. The hotel upholds superior hygiene practices throughout its establishment to deliver beneficial guest encounters. Staff members received positive marks for professionalism together with friendliness but some guests reported encountering inconsistent service behavior. The employees who serve guests with excellence make up most of the staff team however service quality can still be improved by maintaining consistent professionalism and friendliness throughout the staff members. The hotel delivers solid service quality especially through its remarkable cleanliness standards. Staff training improvements together with a steady professional delivery from employees would lead to better guest satisfaction outcomes. The hotel's excellent service reputation should be further strengthened by resolving small staff interaction issues to provide customers with even better outcomes.

Guest satisfaction measurements at Coldra Court Hotel confirm established literature about service quality standards in the hospitality field. Guests consistently note hotel cleanliness powered by Ramphal and Nicolaides (2019) and Ali et al. (2021) as the primary reason that maintains high standards of hygiene and neatness at the facility. Guest satisfaction depends highly on the maintenance quality of rooms and public areas as tangible services which results in the hotel's high cleanliness ratings. Conflicts between staff professionalism and friendliness emerged as mixed findings which validated the findings of Mey et al. (2016) on guest assurance through professional staff behavior. The hotel staff earned mostly favorable comments from guests although some people wanted to see improvements in how staff interacted with visitors as studying by Mahmoud et al. (2018) found professional interaction problems in hotel management. Research by Rao and Sahu (2023) validates this overall positive assessment of service quality because they assert that reliability plays a crucial role in producing consistent service delivery. The combination of rapid service and swift check-in/check-out accompanied by responsive staff at Coldra Court Hotel supports guest satisfaction according to Vujić et al. (2019) and Ramphal and Nicolaides (2019).

The results from Coldra Court Hotel indicate that guests mostly approve of cleanliness standards yet diverge slightly from literature on hospitality service quality. Coldra Court Hotel maintains outstanding cleanliness standards which matches the hospital industry focus on maintaining neat and sanitary conditions according to Ramphal and Nicolaides (2019). The research data implies occasional guest concerns about the friendly behavior of hotel employees while the literature outlines different service expectations. The research results from Mey et al. (2016) and Kumar and Kaur (2020) validate that professional behavior and good hospitality are necessary for guest satisfaction yet show some areas where guests believed the hotel could improve its service delivery. The difference between academic guidelines describing staff conduct expectations and guest actual experiences provides evidence of misalignment. According to Vujić et al. (2019) and Shahril and Aziz (2022) timely responsive service plays an essential role in achieving guest satisfaction. Service quality at Coldra Court Hotel remains high although research observations show occasional opportunities to strengthen the friendliness and professionalism of staff members as noted in the literature. The service delivery can benefit from enhancements with the existing comparison in place.Bottom of Form

[bookmark: _Toc190637189]5.2 Analysis of the impact of effective complaint resolution affects guest retention
Guest retention increases through efficient complaint resolution as the study shows a positive correlation between these two factors. The proper handling of complaints by hotels produces both satisfied guests and loyal customers who bring long-term achievement for businesses. The research demonstrates that proper complaint handling remains essential for retention development at the same time other guest loyalty determinants exist. The statistical evaluation confirms that efficient complaint management serves a critical role in improving customer experience. The data shows that better complaint handling methods drive straightaway positive outcomes in guest loyalty because satisfied guests who receive proper complaint resolution tend to stay loyal to the hotel. Evidence shows how proper complaint management allows hotels to create lasting relationships with guests while delivering superior experiences for total customer loyalty retention.

The findings from the Coldra Court Hotel survey align with existing literature on the role of effective complaint resolution in guest retention within the hospitality industry. The investigation converges with academic papers to demonstrate that quick and successful complaint resolution directly creates trust with guests while boosting their loyalty to the property. Guests treasure accommodations which actively listen to their feedback and take action promptly because this indicates hotels prioritize customer satisfaction according to Mei et al (2022) and Rao and Sahu (2023). Positive feedback from the survey connection between complaint resolution and guest retention proves that properly addressed complaints foster guest return. Literature demonstrates that unhappy customers will not return after receiving subpar complaint treatment because unresolved problems cause trust erosion which leads to dissatisfied guests broadcasting their issues to others (Dinnen and Hassanien 2021; Nunkoo et al. 2020). The analysis through regression demonstrates that better complaint resolution techniques drive positive impacts on guest retention because guests tend to stay loyal after their complaints are properly addressed. The research shows that providing personalized solutions improves guest loyalty because proper and timely complaint resolution generates better satisfaction and retention (Shahril and Aziz, 2022).

The findings from the study and the literature on effective complaint resolution and guest retention reveal some contrasting perspectives. Guest retention increases according to the study's regression findings because dedicated complaint resolution produces loyal guests. According to Mei et al. (2022) clients will trust services more and become more loyal after fast and effective complaint resolution takes place. The positive impact of complaint resolution stands proven but it explains less than half of the factors which drive guest retention according to this study. This stands in opposition to Stranjancevic and Bulatovic’s (2021) view that proper complaint communication can result in complete guest loyalty transformation. The study proves complaint resolution effectiveness leads to guest retention but fails to address the significance of personalized complaint handling which according to Shahril and Aziz (2022) significantly increases customer loyalty. The connection between complaint resolution and guest retention appears moderate according to the study yet research by Rao and Sahu (2023) and Dinnen and Hassanien (2021) indicates that mismanaged complaints create negative reviews which can damage hotel reputation more than complaint resolution benefits. The study presents a quantitative understanding yet the literature presents emotional and relational experiences in guest interactions.
[bookmark: _Toc190637190]5.3 Recommendations of effective strategies for enhancing complaint management and service quality at Coldra Court Hotel
The complaint management system at Coldra Court Hotel needs specific attention on multiple points to better satisfy guests while keeping them loyal to the hotel. Guests consider response time as the primary complaint resolution factor but also stress the importance of staff approach that needs urgent development. The resolution process should deliver swift and effective solutions and guests stress the need for complete clarity during complaint resolution. The success of these features remains essential for both improving guest satisfaction and creating loyal customers. Guests identify better room quality combined with additional amenities as the most critical elements that will boost their likelihood of returning. The hotel guests note staff training enhancement as a vital step toward delivering superior service quality. The importance of personalized service as a potential enhancement differs between guests because its effect on guest retention is perceived differently. The combined effort to improve complaint speed handling together with staff behavior improvement and overall service enhancement will help Coldra Court Hotel improve guest satisfaction rates. By resolving current issues and boosting guest loyalty this approach will guarantee the hotel’s long-term achievement through increased repeated stays.

The evaluation results at Coldra Court Hotel prove consistent with research evidence about complaint management structures and service quality methods operating in hospitality services. The literature sources stress that delivering rapid resolutions to complaints stands as a fundamental requirement for both theories. Guest satisfaction improves when hotels maintain a structured complaint resolution system according to Mahmoud et al. (2018) and this claim matches the Coldra Court Hotel guest speed preferences. Staff training programs align with the literature since experts including Nunkoo et al. (2020) and Mohd Shahril and Aziz (2022) propose training employees for customer service principles together with emotional skills and conflict resolution abilities. The effectiveness of complaint management depends on staff behavior and their training standards according to Kumar and Kaur (2020). The research data supports the recommendation from Dinnen and Hassanein (2021) about customized service delivery since individualized complaint handling techniques lead to higher guest satisfaction and loyalty. The methodical delivery of personalized service emerges as a problem according to Sangpikul (2022) because it leads to inconsistent effects on guest satisfaction based on this research. The analysis of repeat complaints to enhance service quality matches the recommendations of Mei et al. (2022) and Mahmoud et al. (2018) regarding the connection between better complaint management and guest service to hotel performance improvement.

The findings from Coldra Court Hotel’s complaint management process contrast with some points in the literature. According to Mahmoud et al. (2018) sufficient complaint resolution requires a structured approach with established communication methods. Guests at the hotel value fast response times along with quick resolutions however literature suggests overly structured processes lead to dissatisfied customers according to Ramphal and Nicolaides (2019). Even though the facility prioritizes quick responses they might require additional flexibility when resolving customer complaints. Kumar and Kaur (2020) demonstrate that subpar training execution might result in counterfeit complaint resolution that damages guest happiness according to hotel results. The hotel needs to execute staff training carefully to prevent adopting shallow solutions. Guest satisfaction results from real-time feedback according to Yasin and Yavas (2021) yet Hermawati (2022) sees excessive monitoring disrupts the guest experience. The research shows that prompt guest feedback matters but should be managed carefully to prevent excessive overload for hotel guests during their stay.
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· What is the level of guest satisfaction with the service quality provided by Coldra Court Hotel?
The service quality at Coldra Court Hotel receives positive feedback from guests because most people approve of the numerous aspects of their hotel experience. Cleanliness and hotel hygiene standards receive the most positive ratings from guests who give favorable assessments to the overall service quality. Staff professionalism and friendliness remain a slightly lower point for positive feedback even though other service aspects win praise from most guests. The hotel delivers an inviting well-kept setting which keeps its guests consistently pleased.
· How does effective complaint resolution influence guest retention at Coldra Court Hotel?
The quality of complaint handling at Coldra Court Hotel directly affects the number of returning guests. The efficient handling of complaints leads guests to become repeat visitors which demonstrates that their experience regarding issue resolution builds their loyalty to the establishment. The strength of connection between how hotels manage complaints and guest retention is moderate which means complaint resolution works as a central factor in retaining guests despite other contributing elements. Expected growth and improved guest experience at Coldra Court Hotel will result from better complaint management procedures which lead to higher guest satisfaction and increased visit repetition rates and sustained customer loyalty.
· What strategies can be implemented to enhance complaint management and improve service quality at Coldra Court Hotel?
Multiple strategies should be employed to boost both complaint management systems and service quality at Coldra Court Hotel. It is fundamental to provide quick complaint resolution which ensures that hotel guests receive immediate response to their issues. Effective guest experience improvement requires both staff members to show better attitudes and enhanced communication during complaint resolution. Hospitality staff members need enhanced training to enhance their ability to handle complaints efficiently along with delivering tailored customer interactions. By enhancing room quality standards and adding extra amenities the guest experience will become superior leading to guest satisfaction and repeat bookings. Multiple service quality enhancements lead toward better guest loyalty and satisfaction rates.
[bookmark: _Toc190637192]7 Recommendations/Practical strategies
1. Enhancing Complaint Resolution Speed: The main area requiring improvement at Coldra Court Hotel stands in its delayed complaint resolution speed. Guests consider prompt response to their issues as highly important according to their feedback. Investment in staff training by Coldra Court Hotel will enable employees to deliver prompt service resolutions with preserved service quality. Efficient complaint tracking systems combined with logging procedures will guarantee guests get their responses quickly. The fast response time of a dedicated team or the enhancement of current employee responsiveness leads to reduced wait periods which ultimately enhances guest satisfaction and keeps customers loyal to the hotel.
2. Improving Staff Attitude and Training: Although the professionalism and friendliness of hotel staff generally received positive feedback, there is room for improvement. The majority of hotel guests sought staff members to maintain steady positive attitudes when handling guest complaints. Coldra Court Hotel should implement extended training programs for staff members about emotional intelligence combined with customer service protocols as well as conflict management skills. Deep understanding skills and professional abilities in staff can create better guest interactions which results in keeping satisfied customers longer.
3. Strengthening Communication During Resolution Processes: Effective communication throughout the complaint resolution process is another area where the hotel can improve. Feelings of dissatisfaction among guests can be reduced through effective communication which also helps maintain correct expectations. Coldra Court Hotel needs to maintain ongoing disclosure of complaint status with their guests while consistently providing progress reports to them. Staff members who receive proper training for friendly communication skills demonstrate to hotel guests that the facility appreciates feedback while building trust through their interactions. The method leads to present complaint resolution while building guest loyalty as a foundation for future accommodation bookings.
4. Offering More Personalised Service: Personalised service plays a crucial role in enhancing guest satisfaction and fostering loyalty. The hotel needs to investigate ways to deliver customised guest services which align with personal preferences of its visitors. Frontline employees should dedicate more time and energy during check-in to understand guest individual preferences before providing customised recommendations throughout the guest stay. Coldra Court Hotel uses customer information and historical guest data to identify guest requirements that will optimise overall guest satisfaction thereby improving the probability of returning guests.
5. Upgrading Room Quality and Amenities: Improving room quality remains a top priority for guests. Guest satisfaction at Coldra Court Hotel depends mostly on the quality of rooms as numerous visitors have already indicated. Effective renovations of the hotel rooms should prioritise contemporary comfort standards together with improved cleanliness and more appealing design elements. The guest experience will improve by expanding room service offerings as well as building new amenities such as spa facilities and workspace areas and fitness centres. Through these enhancements the hotel meets present guest needs and invites future customers to improve their lodging experience.
6. Expanding Hotel Amenities and Services: In addition to room quality, guests have also highlighted the importance of expanding hotel amenities and services. Additional dining facilities together with recreational services represent elements that hotel management should address. Coldra Court Hotel should review its range of facilities through wellness offerings and gym enhancements plus new culinary service options based on guest tastes. The hotel would benefit from implementing features including concierge support alongside public transportation resources together with site-specific tours because these additions improve guest experience. The expansion of services at the hotel enables better satisfaction rates and better market position against competitors.
7. Proactive Complaint Management and Staff Empowerment: Empowering staff to handle complaints more effectively is another key recommendation. Coldra Court Hotel achieves both fast complaint resolutions and prevents escalation of dissatisfaction by giving their staff the power to handle minor complaints instantly. Staff members should receive complaint resolution tools that include guest profile information and complaint archives and established problem solutions. Such empowerment system will enhance customer experiences while simultaneously boosting employee satisfaction as well as performance levels.
8. Continuous Monitoring and Feedback Loop: Finally, Coldra Court Hotel should implement a system for continuous monitoring and improvement of its service quality. Guest feedback obtained through surveys and direct communication and online reviews allows businesses to determine what needs improvement and evaluate program alterations. The hotel maintains guest expectations through feedback systems that drive updates to hospitality services. By addressing online reviews and maintaining engagement with guests after their stay the hotel demonstrates its dedication to appreciate guest feedback to improve its service delivery.
Coldra Court Hotel will achieve greater service quality success through their focus on quicker complaint responses and better staff training and attitudes exchanged with improved communication and personalised care and better rooms and expanded facilities with proactive complaint monitoring which will build customer loyalty that leads to improved guest retention.
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Are you willing to participate?
· Yes
· No
Demographics Section:
1. Age Group:
· 18-24
· 25-34
· 35-44
· 45-54
· 55-64
2. Gender:
· Male
· Female
· Other
To identify the satisfaction level of guest with service quality provided by Coldra Court Hotel.
How satisfied are you with the overall service quality at Coldra Court Hotel?
(1= Very Dissatisfied to 5 = Very Satisfied)
	1
	2
	3
	4
	5



How would you rate the professionalism and friendliness of hotel staff?
☐ Excellent
☐ Good
☐ Neutral
☐ Poor
☐ Very Poor
	1
	2
	3
	4
	5



How satisfied are you with the cleanliness and hygiene standards of the hotel?
☐ Very Satisfied
☐ Satisfied
☐ Neutral
☐ Dissatisfied
☐ Very Dissatisfied
	1
	2
	3
	4
	5



To analyse how effective complaint resolution affects guest retention. 
How was your complaint handled by the hotel staff?
☐ Very Efficiently
☐ Efficiently
☐ Neutral
☐ Inefficiently
☐ Very Inefficiently
	1
	2
	3
	4
	5



Were you satisfied with the resolution of your complaint?
(1= Very Dissatisfied to 5 = Very Satisfied)
☐ Very Satisfied
☐ Satisfied
☐ Neutral
☐ Dissatisfied
☐ Very Dissatisfied

	1
	2
	3
	4
	5



To provide effective strategies for enhancing complaint management and service quality at Coldra Court Hotel.
In your opinion, what aspect of complaint management needs the most improvement?
☐ Speed of response
	1
	2
	3
	4
	5



☐ Attitude of staff
	1
	2
	3
	4
	5



☐ Resolution effectiveness
	1
	2
	3
	4
	5



☐ Communication during resolution process
	1
	2
	3
	4
	5



What improvements would make you more likely to stay at Coldra Court Hotel again? (Select all that apply)
☐ Faster complaint resolution
	1
	2
	3
	4
	5



☐ More personalised service
	1
	2
	3
	4
	5



☐ Better staff training
	1
	2
	3
	4
	5



☐ Improved room quality
	1
	2
	3
	4
	5



☐ More amenities/services
	1
	2
	3
	4
	5
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