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Executive Summary 
Guest satisfaction is a critical success factor in the hospitality industry, influencing customer retention, brand reputation, and financial performance. Hotels that fail to meet guest expectations risk negative reviews, reduced bookings, and loss of revenue. This research examines guest satisfaction and complaint management at Mercure Birmingham West Hotel, identifying key service challenges, industry comparisons, and strategic improvements. The study is based on qualitative data analysis, incorporating primary observations from hotel operations, guest feedback reports, and secondary sources such as industry research, academic literature, and online reviews.
The findings indicate that guest satisfaction at Mercure Birmingham West Hotel is impacted by several key factors, including long check-in delays, slow complaint resolution, inconsistent housekeeping and maintenance services, and inefficiencies in food and beverage operations. One of the most significant guest concerns is delays at the front desk, often caused by manual check-in processes, understaffing, and inefficient communication. Guests also report slow responses to maintenance requests, with unresolved issues in room facilities and cleanliness negatively affecting their experience. Additionally, delays in food service and limited dietary options have been identified as areas requiring improvement.
The hotel currently follows a complaint management strategy based on the LAST model (Listen, Apologize, Solve, and Thank), but implementation is inconsistent across departments. Compensation strategies such as room upgrades and complimentary meals are used, but proactive issue resolution is more effective than financial compensation alone. The findings also highlight gaps in online reputation management, with delayed responses to negative guest reviews affecting the hotel’s overall rating and credibility. Compared to industry best practices at leading brands such as Hilton and Marriott, Mercure Birmingham West Hotel lacks real-time issue resolution, digital service recovery tools, and structured complaint-handling protocols.
Based on these findings, several recommendations are proposed to enhance guest satisfaction and complaint resolution. Firstly, the implementation of digital check-in systems and self-service kiosks is recommended to reduce waiting times at the front desk. Secondly, a centralized complaint tracking system should be introduced to monitor service failures and ensure timely resolution. Thirdly, staff training programs should be conducted regularly to improve service recovery techniques and empower employees to handle complaints more efficiently. Additionally, housekeeping and maintenance procedures should be enhanced through real-time issue reporting and pre-arrival room inspections. Food and beverage operations should be optimized by increasing kitchen staff during peak hours and introducing a pre-ordering system to reduce service delays. Lastly, online reputation management should be strengthened, ensuring that guest reviews and complaints receive responses within 24 hours to improve guest perception and retention.
By implementing these strategic improvements, Mercure Birmingham West Hotel can enhance guest satisfaction, strengthen its competitive position, and improve operational efficiency. Adopting proactive service recovery models, leveraging technology, and prioritizing guest engagement will enable the hotel to deliver superior customer experiences and maintain a strong reputation in the hospitality industry.
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[bookmark: _Toc191831330]1. Introduction

[bookmark: _Toc191831331]1.1 Background of Guest Satisfaction and Complaint Management in Hotels
Guest satisfaction plays a crucial role in a hotel’s success. Happy guests are more likely to return, share positive reviews, and recommend the hotel, which helps drive business growth (Ali, Hussain & Ragavan, 2014). Research has shown that over 80% of travelers check online reviews before making a hotel booking, meaning that guest feedback plays a significant role in influencing new customers (Booking.com, 2024).
However, even top-rated hotels receive complaints. These are often related to cleanliness, service delays, staff behavior, or food quality (Babin & Harris, 2019). How hotels handle these complaints directly affects guest loyalty and reputation. Dominici & Guzzo (2010) found that 61% of unhappy guests will not return if their complaints are not addressed properly. On the other hand, hotels that efficiently manage complaints can retain up to 25% more customers (Cvent, 2024).
This research focuses on Mercure Birmingham West Hotel, part of the Accor Hotels Group, as a case study on guest satisfaction and complaint management. Situated in West Bromwich, UK, the hotel serves both business and leisure travelers. This study examines how its strategies for guest satisfaction and complaint resolution influence its overall performance and customer retention.


[bookmark: _Toc191831332]1.2 Importance of Complaint Handling in Hospitality
Hotels need well-structured systems to handle guest complaints efficiently (Berners & Martin, 2021). Various methods help hotels manage these concerns, including the SERVQUAL model, which evaluates reliability, responsiveness, assurance, empathy, and tangibles (Parasuraman, Zeithaml & Berry, 1988). Another widely used approach is the “Listen, Apologize, Solve, and Thank” (LAST) method, which has been shown to reduce negative guest reviews by 40% (CloudApper, 2024).

Technology is also transforming complaint management in the hospitality industry. Many hotels now rely on AI-powered feedback systems to track guest concerns and provide faster resolutions (Emojot, 2024). Leading brands like Marriott and Hilton have introduced customer service automation tools, allowing them to identify common complaints and offer real-time solutions (Marriott, 2023).

Like many hotels, Mercure Birmingham West Hotel receives complaints about check-in delays, room maintenance, and food service quality. To address these issues, the hotel has implemented staff training programs and real-time guest feedback systems to enhance service delivery (Placement Journal, 2024). However, challenges remain, as guests expect immediate responses and high service standards, regardless of operational constraints.

[bookmark: _Toc191831333]1.3 Research Aim and Objectives
The goal of this research is to examine how Mercure Birmingham West Hotel handles guest complaints and ensures customer satisfaction, using industry best practices and academic models. The main objectives of this study are:
1. To assess the complaint management strategies implemented at Mercure Birmingham West Hotel and their effect on guest satisfaction.
2. To compare the hotel’s approach to industry best practices in handling guest complaints.
3. To analyze the impact of online reviews on guest retention and the hotel’s reputation.
4. To offer recommendations for enhancing guest satisfaction and improving complaint resolution at the case study hotel.

This research will use a combination of case study analysis, industry research, and academic literature to identify effective methods for managing guest satisfaction and handling complaints in the hospitality sector.

[bookmark: _Toc191831334]2.  Literature Review 

[bookmark: _Toc191831335]2.1 Introduction to Guest Satisfaction and Complaint Management
Guest satisfaction plays a crucial role in the hospitality industry, impacting customer loyalty, online reputation, and financial success (Ali, Hussain & Ragavan, 2014). While hotels strive to meet or surpass guest expectations, service failures are sometimes unavoidable. Issues like slow check-in processes, unclean rooms, poor food quality, and unresponsive staff can lead to guest complaints (Babin & Harris, 2019). The way a hotel handles and resolves these complaints influences whether a guest will return or share negative feedback online (Booking.com, 2024).

Complaint management goes beyond fixing service issues; it is also about service recovery and guest retention. Research by ResearchGate (2018) found that 61% of guests will not return if their complaint is poorly handled, but 70% are willing to overlook mistakes if the issue is addressed professionally (Dominici & Guzzo, 2010).

This literature review examines theoretical frameworks and industry best practices to evaluate how Mercure Birmingham West Hotel manages guest satisfaction and complaints, comparing its approach with industry benchmarks.

This section is structured around four key themes:
1. The Role of Service Quality in Guest Satisfaction
2. Complaint Management Models in Hospitality
3. The Impact of Online Reviews on Hotel Reputation
4. Comparative Analysis of Best Practices in Guest Satisfaction Management

By reviewing academic theories and industry research, this section provides a foundation for analysing guest satisfaction and complaint resolution at Mercure Birmingham West Hotel, which will be explored in the next section.


[bookmark: _Toc191831336]2.2 The SERVQUAL Model: Measuring Service Quality in Hotels

The SERVQUAL model is a widely recognized framework for evaluating service quality in the hospitality industry. It measures five key dimensions:
1. Reliability: The hotel’s ability to provide consistent and accurate services.
2. Responsiveness: How quickly staff address guest requests and complaints.
3. Assurance: The professionalism, competence, and courtesy of hotel employees.
4. Empathy: The level of personalized care and attention given to guests.
5. Tangibles: The physical appearance of the hotel, cleanliness, and amenities (Parasuraman, Zeithaml & Berry, 1988).
The SERVQUAL model is widely used to assess service performance gaps in hotels. Research suggests that reliability and responsiveness are the most influential factors in guest satisfaction, while empathy and assurance play a significant role in guest loyalty and repeat bookings (Kim & Lee, 2011).
Hotels that perform well across these five areas achieve higher guest satisfaction and loyalty (Berners & Martin, 2021). Research suggests that cleanliness, staff friendliness, and fast complaint resolution are the top factors influencing guest satisfaction (ResearchGate, 2017). Service quality is one of the most significant determinants of guest satisfaction. Parasuraman, Zeithaml & Berry (1988) introduced the SERVQUAL model, which identifies five dimensions of service quality:
At Mercure Birmingham West Hotel, guest feedback highlights challenges such as delayed check-ins, maintenance issues, and slow restaurant service (Placement Journal, 2024). To enhance guest experiences, the hotel could benefit from improving responsiveness and assurance, particularly by speeding up issue resolution and enhancing staff communication.

[bookmark: _Toc191831337]2.2.1 Service Expectations vs. Perceptions
Research shows that guest satisfaction is achieved when their service experience meets or surpasses expectations (Oh, 1999). However, when hotels fall short of their promised service standards, guests often feel disappointed, resulting in complaints and negative reviews (Lewis, 1983). The gap between guest expectations and actual service delivery is one of the main reasons for dissatisfaction, particularly in check-in efficiency, housekeeping quality, and staff responsiveness to complaints (Denscombe, 2010). This gap can be widened by inconsistent service, lack of staff training, or operational inefficiencies, leading to poor guest experiences and reduced brand loyalty. Hotels that proactively monitor service quality and address complaints promptly can minimize this issue and improve guest retention.

[bookmark: _Toc191831338]2.3 The Importance of Complaint Management in Hotels

[bookmark: _Toc191831339]2.3.1 The Importance of Effective Complaint Handling

[bookmark: _Toc191831340]Complaint Management and Service Recovery
Effective complaint management is a crucial component of service recovery, helping hotels maintain guest trust and loyalty. Studies indicate that 96% of dissatisfied guests do not directly report their complaints to hotel staff, yet 91% will choose not to return if their issue remains unresolved (Deloitte, 2023). This highlights the importance of proactive service recovery strategies. Addressing complaints professionally not only resolves immediate concerns but can also turn negative experiences into positive ones, ultimately improving guest retention and the hotel’s reputation (Dinnen & Hassanien, 2015). Hotels that implement structured complaint resolution models and train their staff to handle service failures efficiently see better long-term customer relationships and increased brand loyalty.

[bookmark: _Toc191831341]2.3.2 The LAST Model: A Widely Used Framework in Hotels

The LAST model (Listen, Apologize, Solve, and Thank) is one of the most commonly adopted frameworks for handling guest complaints in the hospitality industry (CloudApper, 2024). This method ensures that guests feel heard, valued, and satisfied with the resolution process:
1. Listen: Staff must actively listen to the guest’s concerns without interruption, demonstrating empathy and attentiveness.
2. Apologize: A genuine apology acknowledges the issue and reassures the guest that their complaint is being taken seriously.
3. Solve: The problem should be addressed promptly with an appropriate solution that aligns with guest expectations.
4. Thank: Staff should express gratitude to the guest for sharing their feedback, reinforcing the hotel’s commitment to continuous improvement.

Hotels that apply the LAST model consistently experience higher guest satisfaction scores and fewer recurring complaints, as guests appreciate transparent and proactive issue resolution (Dominici & Guzzo, 2010). However, studies suggest that many hotels struggle in the “Solve” phase, where staff fail to implement timely and effective solutions, leading to repeated complaints and negative online reviews (ResearchGate, 2017).

[bookmark: _Toc191831342]2.3.3 Technology and AI in Complaint Management

The role of technology in complaint resolution has grown significantly, with many hotels introducing AI-powered feedback tools that allow guests to report issues in real-time via mobile apps, chatbots, or digital kiosks. These tools streamline service recovery by immediately notifying the relevant department, reducing response times, and enhancing problem resolution efficiency (Emojot, 2024).
Leading hotel chains like Marriott and Hilton have successfully implemented AI-driven complaint management systems, which track recurring issues, automate responses, and suggest proactive service improvements (Marriott, 2023). Hotels that integrate technology into their service recovery strategies not only improve operational efficiency but also enhance guest satisfaction and loyalty through faster and more effective complaint resolution.

[bookmark: _Toc191831343]2.3.4 Compensation vs. Proactive Issue Resolution

Hotels often use compensation such as room upgrades or free meals to resolve guest complaints. While this can make guests happy in the short term, studies show that quick and proactive problem-solving is more effective than financial compensation alone (Marriott, 2023). Guests prefer fast responses and real solutions rather than just receiving discounts or free services (Sparks & Browning, 2011).
At Mercure Birmingham West Hotel, common guest complaints include long wait times at reception, delays in food service, and noise disturbances (Placement Journal, 2024). Although the hotel has introduced staff training programs and a real-time feedback system, improving complaint tracking and proactive communication could help resolve issues more effectively.

[bookmark: _Toc191831344]2.4 Service Recovery and Guest Retention
Service recovery means fixing service problems to ensure guests still have a good experience despite any issues (Babin & Harris, 2019). Research shows that hotels with strong service recovery plans keep 20% more guests compared to those that do not properly handle complaints (Booking.com, 2024).
Some effective service recovery methods include:
· Fixing guest complaints quickly to avoid bigger problems.
· Offering a different room if a guest experiences maintenance issues.
· Providing compensation, such as a free meal or late check-out, to make up for service failures (Marriott, 2023).
Mercure Birmingham West Hotel has already adopted some of these approaches, such as offering free drinks when food orders take too long and providing alternative rooms when maintenance issues occur. However, using automated guest feedback systems and faster staff responses could further improve guest satisfaction and reduce recurring complaints.
[bookmark: _Toc191831345]2.5 The Impact of Online Reviews on Hotel Reputation

[bookmark: _Toc191831346]2.5.1 The Power of Online Guest Feedback

Online reviews have a huge influence on guest opinions and booking decisions. A study by Booking.com (2024) found that 84% of travelers check reviews before booking a hotel. Negative reviews often mention slow service, unresolved complaints, and poor communication, which can discourage potential guests (TripAdvisor, 2024). Hotels that fail to address negative feedback effectively risk losing customers and damaging their reputation.

[bookmark: _Toc191831347]2.5.2 Responding to Negative Reviews: Best Practices

Studies show that hotels responding to complaints within 24 hours experience higher guest retention and improved brand trust (Cvent, 2024). Some effective ways to handle negative reviews include:
· Acknowledging the complaint and apologizing sincerely.
· Explaining the corrective actions taken to fix the issue.
· Following up with dissatisfied guests to ensure their concerns are resolved.
Hotels that actively engage with online reviews tend to attract more bookings than those that ignore guest feedback (Emojot, 2024). Responding promptly and professionally helps to rebuild trust and show commitment to customer service.


[bookmark: _Toc191831348]2.6 Best Practices for Guest Satisfaction and Complaint Management

Research highlights several effective strategies that hotels can use to improve guest satisfaction and complaint handling:
· Staff Training: Employees should be trained in service recovery techniques and professional complaint handling (Babin & Harris, 2019).
· Real-Time Guest Feedback Systems: Using technology to track guest concerns instantly allows hotels to resolve issues before check-out (Emojot, 2024).
· Proactive Communication: Informing guests about delays or service issues before they complain can reduce frustration (CloudApper, 2024).
· Personalized Service Recovery: Offering discounts, complimentary services, or room upgrades can turn a negative experience into a positive one (Marriott, 2023).

Mercure Birmingham West Hotel has already adopted some of these strategies, such as staff training and real-time feedback collection. However, improving response times and upgrading complaint tracking systems could further enhance guest satisfaction and service efficiency (Majeda Placement Journal, 2024).
[bookmark: _Toc191831349]2.6.1 Comparative Analysis of Best Practices in Guest Satisfaction Management

[bookmark: _Toc191831350]2.6.2 Industry Leaders in Service Quality and Complaint Management

Research comparing Mercure Birmingham West Hotel to industry leaders (e.g., Hilton, Marriott) highlights best practices that enhance guest satisfaction:
	Hotel Brand
	Best Practices

	Hilton Hotels
	Uses AI-driven guest feedback tools for real-time issue tracking.

	Marriott Hotels
	Implements 24/7 online review monitoring to respond to guest complaints quickly.

	Accor Hotels (Mercure’s parent company)
	Uses digital check-in systems but lacks structured real-time complaint tracking.


Hotels that invest in technology-driven service solutions and real-time complaint tracking outperform competitors in guest satisfaction ratings (MDPI, 2022).

[bookmark: _Toc191831351]2.6.3 Gaps in Current Complaint Handling Strategies

The findings in this research indicate that Mercure Birmingham West Hotel lags behind industry leaders in complaint resolution efficiency. Unlike Hilton and Marriott, which use AI-driven service recovery tools, Mercure Birmingham West Hotel relies on manual complaint handling. Studies suggest that automating guest feedback collection and complaint tracking can improve service response times by 40% (McKinsey, 2024).

[bookmark: _Toc191831352]2.7 Summary of the Literature Review

This literature review has examined guest satisfaction, complaint management, service recovery, and online reputation management in the hospitality industry. Research confirms that efficient complaint handling not only enhances guest retention but also strengthens brand reputation and increases overall hotel profitability.

The next section, Research Methods, will explain how this study will analyze complaint management at Mercure Birmingham West Hotel, compare it with industry best practices, and provide recommendations for improving guest satisfaction.

The key takeaways from this review include:
· Service quality gaps significantly impact guest satisfaction and complaint frequency.
· Complaint management models, such as LAST, can enhance service recovery, but their effectiveness depends on consistent implementation.
· Online reviews strongly influence hotel bookings, making active reputation management essential for long-term success.
· Industry leaders use AI-driven service monitoring tools, which help improve response times and overall guest experiences.
These insights form the theoretical foundation for evaluating guest satisfaction and complaint resolution strategies at Mercure Birmingham West Hotel. The next section will present the research methodology, explaining how data was collected and analyzed to support these findings.

[bookmark: _Toc191831353]3. Research Methods 

[bookmark: _Toc191831354]3.1 Research Approach
This study aims to examine how Mercure Birmingham West Hotel manages guest satisfaction and complaint handling. To achieve this, a case study approach is used, incorporating qualitative data from guest feedback systems and secondary data from industry reports and academic literature (Saunders, Lewis & Thornhill, 2019). A case study method provides detailed insights into real-world hotel operations, making it an effective way to understand service quality, complaint resolution, and guest experiences (Denscombe, 2010).
To achieve these objectives, a qualitative research approach was selected, combining:
· Secondary data analysis from academic studies, industry reports, and hospitality case studies.
· A case study examination of Mercure Birmingham West Hotel.
· Thematic evaluation of guest feedback to identify service gaps and improvement strategies.
This methodology allows for an in-depth exploration of service quality challenges and complaint resolution approaches in the hospitality industry.

[bookmark: _Toc191831355]3.2 Research Design and Data Collection
This study follows a qualitative research design to explore guest satisfaction and complaint management strategies. The research is based on two main data sources:

[bookmark: _Toc191831356]3.2.1 Primary Data: Case Study of Mercure Birmingham West Hotel

Primary data consists of guest feedback analysis and internal hotel observations from the placement experience. The study examines:
· Common guest complaints recorded at Mercure Birmingham West Hotel.
· Hotel policies and procedures for handling complaints.
· Staff responses and service recovery efforts (Majeda Placement Journal, 2024).

These insights help identify service gaps, effective practices, and areas that need improvement.

[bookmark: _Toc191831357]3.2.2 Secondary Data: Industry Reports and Academic Research

Secondary data is collected from various industry reports, academic literature, and hotel management research, providing valuable insights into guest satisfaction, complaint handling, and service recovery strategies. The sources include:
1. Industry Reports: Data from Booking.com, Cvent, and Marriott on guest satisfaction trends, service expectations, and complaint resolution techniques.
2. Academic Research: Studies on service quality models, such as the SERVQUAL model (Parasuraman, Zeithaml & Berry, 1988), and effective service recovery strategies (Dinnen & Hassanien, 2015).
3. Hotel Management Research: Research on the impact of online reviews on guest decision-making and complaint handling efficiency (ResearchGate, 2018).
4. Guest Reviews: Analysis of TripAdvisor and Google Reviews to understand recurring guest complaints and satisfaction levels.
5. Existing Hospitality Studies: Literature on guest service expectations and how hotels address complaints through structured frameworks (Deloitte & McKinsey Reports).

Using secondary data enables comparisons between Mercure Birmingham West Hotel and industry benchmarks, ensuring that findings are valid, relevant, and applicable. By analysing guest feedback, industry reports, and academic studies, this research gains a comprehensive understanding of hotel service challenges, consumer expectations, and best practices in complaint resolution (ResearchGate, 2017).


[bookmark: _Toc191831358]3.3 Data Analysis Approach
The collected data is analyzed using a thematic analysis method, which helps identify patterns in guest complaints and hotel responses (Saunders, Lewis & Thornhill, 2019). This method allows for an in-depth understanding of recurring service challenges and complaint resolution effectiveness.
The analysis follows four key steps:
1. Categorizing Guest Complaints: Grouping common issues into themes such as check-in delays, room maintenance problems, and food service inefficiencies (Majeda Placement Journal, 2024).
2. Comparing Complaint Handling Strategies: Evaluating how Mercure Birmingham West Hotel’s complaint resolution process aligns with best practices in the hospitality industry.
3. Assessing Complaint Resolution Effectiveness: Measuring the impact of complaint handling on guest retention, online reviews, and overall service recovery performance (Booking.com, 2024).
4. Identifying Service Gaps: Highlighting areas that require operational improvements, such as staff response times, digital service solutions, and proactive guest communication.
This structured analysis helps identify both strengths and weaknesses in Mercure Birmingham West Hotel’s approach to guest satisfaction, providing data-driven recommendations for service improvement (Denscombe, 2010).

[bookmark: _Toc191831359]3.4 Ethical Considerations
This study follows the Research Ethics and Integrity Code of Practice (2022) to ensure responsible data handling and academic integrity. The key ethical principles include:
· Confidentiality: No personal guest data is used; only general trends and feedback are analyzed.
· Anonymity: The research does not disclose staff names or specific guest complaints to protect privacy.
· Objectivity: The findings are based on real service experiences and industry standards, avoiding any bias (Research Ethics Integrity Code, 2022).
· Transparency: All secondary data sources are properly cited and referenced, ensuring research credibility.
Following these ethical principles helps ensure that the study remains valid, unbiased, and aligned with academic best practices.
[bookmark: _Toc191831360]3.5 Limitations of the Study

Although the case study approach provides detailed insights into Mercure Birmingham West Hotel’s operations, there are certain limitations:
· Lack of Quantitative Data: The study focuses on qualitative observations rather than numerical guest satisfaction scores, which could provide a more measurable assessment.
· Limited Generalizability: The research findings apply specifically to Mercure Birmingham West Hotel and may not fully represent larger hotel chains or hotels in different markets.
· Guest Perception Bias: Some complaints may be influenced by subjective opinions rather than actual service failures, affecting data interpretation (Denscombe, 2010).
To address these limitations, the study compares findings with industry reports and academic research, ensuring a balanced and well-informed conclusion. By following ethical research standards, the study maintains credibility, neutrality, and academic integrity (Saunders, Lewis & Thornhill, 2019).

[bookmark: _Toc191831361]3.6 Summary

This section outlined the research design, data collection methods, and analysis approach used to study guest satisfaction and complaint management at Mercure Birmingham West Hotel. The study adopts a qualitative case study approach, integrating:
· Primary data from guest feedback and staff procedures, offering direct insights into service challenges and complaint handling.
· Secondary data from industry reports and academic research, providing a broader context by comparing the hotel’s strategies with best practices in the hospitality industry.
· Thematic analysis to identify recurring guest complaints, evaluate complaint resolution effectiveness, and highlight areas for improvement.

By combining real-world hotel data with established industry research, this study aims to provide a comprehensive understanding of service quality, guest expectations, and complaint resolution strategies.
The next section, Findings and Analysis, will present key insights from the case study, examining common guest complaints, hotel response strategies, and trends in service quality improvement at Mercure Birmingham West Hotel.


[bookmark: _Toc191831362]4. Findings and Analysis 

Ensuring guest satisfaction and effectively handling complaints are essential for the long-term success of any hotel. Studies indicate that service failures not only damage a hotel’s reputation but also impact customer loyalty and future bookings (Ali, Hussain & Ragavan, 2014; Booking.com, 2024). Guests who experience poor service are less likely to return and may leave negative online reviews, which can influence potential customers’ decisions.
This section presents findings from the case study of Mercure Birmingham West Hotel, focusing on:
· The most common guest complaints reported at the hotel.
· The strategies used to manage complaints and improve guest satisfaction.
· The impact of these strategies on overall guest experiences and hotel performance.

The findings are based on primary observations from the placement experience, as well as supporting evidence from industry reports and academic research.
[bookmark: _Toc191831363]4.1 Overview of Mercure Birmingham West Hotel

Mercure Birmingham West Hotel is part of the Accor Hotels Group, located in West Bromwich, UK. It serves both business and leisure travelers, offering services such as accommodation, dining, and conference facilities (Placement Journal, 2024). Given the competitive nature of the hospitality industry, maintaining high guest satisfaction is crucial for the hotel’s performance and reputation.
Research highlights that a hotel’s ability to meet guest expectations and resolve complaints has a direct impact on its reputation, guest retention, and financial success (Berners & Martin, 2021).

At Mercure Birmingham West Hotel, guest demographics vary, leading to different service expectations:

1. Business travelers prioritize quick check-in/check-out, efficient service, and quiet workspaces.
2. Leisure guests expect a comfortable stay, high-quality dining experiences, and personalized service.
Because of these different needs, the hotel faces a variety of complaints, which it must effectively manage to ensure consistent guest satisfaction.

[bookmark: _Toc191831364]4.2 Common Guest Complaints

The case study highlights several recurring issues reported by guests at Mercure Birmingham West Hotel. These complaints are categorized into five key areas, each of which impacts guest satisfaction and overall hotel performance.
[bookmark: _Toc191831365]4.2.1 Check-in and Front Desk Delays

One of the most frequently raised complaints relates to long wait times at the front desk. Guests have expressed frustration over delays during check-in, which can lead to a negative first impression of the hotel (Placement Journal, 2024). Since the check-in process is the first interaction guests have with the hotel, its efficiency directly affects their perception of service quality.

Studies suggest that delays at check-in can create dissatisfaction and lead guests to question the hotel’s efficiency and responsiveness (Dominici & Guzzo, 2010). A smooth and hassle-free check-in experience is essential to ensuring a positive start to a guest’s stay.

[bookmark: _Toc191831366]4.2.2 Room Maintenance and Cleanliness Issues
Another common area of concern involves room maintenance and cleanliness. Guests have reported issues such as:
1. Faulty air conditioning
2. Unclean bathrooms
3. Worn-out furniture
Cleanliness is one of the most important factors influencing guest satisfaction. If a room does not meet expected hygiene and maintenance standards, guests are more likely to leave negative online reviews (Booking.com, 2024).
Research indicates that poor cleanliness and maintenance reduce guest comfort and discourage repeat bookings (Namkung & Jang, 2007). Hotels that fail to uphold high housekeeping standards risk losing customer trust and damaging their brand reputation.
[bookmark: _Toc191831367]4.2.3 Food and Beverage Service Problems

The Food and Beverage (F&B) department has also received multiple complaints from guests. Common concerns include:
· Delays in food service
· Incorrect orders
· Limited menu options, especially for guests with dietary restrictions 
For many guests, dining is a key part of their overall hotel experience. A slow or inefficient food service can result in lower satisfaction levels and complaints (Babin & Harris, 2019). Research shows that a hotel’s food quality and service speed directly influence its service reputation and guest retention.

Hotels that prioritize efficient kitchen operations and staff training in F&B service delivery often see higher guest satisfaction and better online ratings.

[bookmark: _Toc191831368]4.2.4 Staff Responsiveness and Communication

Many complaints highlight ineffective communication between hotel staff and guests. Some guests reported that:
1. Their queries were not addressed promptly.
2. Staff failed to provide clear information about hotel services and amenities 

Guests expect prompt and courteous responses when they have concerns. A hotel’s ability to quickly resolve issues and provide helpful information is crucial to maintaining trust and guest satisfaction.
Hotels that invest in staff training for effective communication see improvements in guest relationships and overall service quality. Research indicates that guests who feel heard and valued are more likely to return and recommend the hotel to others (Berners & Martin, 2021).

[bookmark: _Toc191831369]4.2.5 Noise and Disturbance Issues
Another recurring complaint involves noise disturbances, such as:
· Loud guests in hallways or rooms.
· Noise from events hosted at the hotel.
· Disruptions caused by conflicts between guests.
For example, a couple’s loud argument once disturbed other guests, leading to formal complaints (Majeda Placement Journal, 2024).
Unresolved noise issues can negatively impact guest comfort and satisfaction. If such disturbances are not handled effectively, guests may choose alternative accommodations or leave negative reviews. Hotels that enforce strict noise control policies and offer alternative room options for affected guests can reduce complaints related to disturbances.
The most frequently reported complaints at Mercure Birmingham West Hotel include front desk delays, cleanliness issues, slow food service, poor staff communication, and noise disturbances. These issues directly affect guest experiences and online reviews, making it essential for the hotel to enhance service efficiency and complaint resolution strategies.

[bookmark: _Toc191831370]4.3 Complaint Management Strategies
To address common guest complaints, Mercure Birmingham West Hotel has implemented several complaint management strategies to resolve issues quickly and maintain high guest satisfaction. These strategies focus on staff training, technology integration, service recovery, and proactive communication.

[bookmark: _Toc191831371]4.3.1 Staff Training and Development

One of the primary strategies used by the hotel is regular staff training. Employees are trained to use the “Listen, Apologize, Solve, and Thank” (LAST) method, a widely adopted approach in the hospitality industry. This model encourages staff to:
1. Listen: Actively listen to the guest’s complaint without interruption.
2. Apologize: Offer a sincere apology for the inconvenience.
3. Solve: Find a quick and effective solution to the issue.
4. Thank: Express gratitude to the guest for providing feedback (CloudApper, 2024).
Training sessions emphasize the importance of quick complaint resolution and empower employees to handle issues independently, reducing the need for managerial intervention (Cvent, 2024). Well-trained staff contribute to faster problem-solving, better guest interactions, and improved overall satisfaction.

[bookmark: _Toc191831372]4.3.2 Use of Technology and Real-Time Feedback Systems
To enhance complaint resolution efficiency, the hotel has introduced real-time digital feedback systems that allow guests to report issues immediately via mobile apps or digital kiosks. This system helps staff:
· Track and manage complaints in real-time.
· Respond to guest concerns before they escalate.
· Improve service efficiency through better communication (Emojot, 2024).
However, some challenges remain in fully integrating this system into daily operations. During peak times, when staff are overwhelmed, response times may be slower, reducing the effectiveness of the technology. Continuous training and staff allocation adjustments could help optimize the use of these real-time feedback tools.

[bookmark: _Toc191831373]4.3.3 Guest Compensation and Service Recovery

Another key complaint management strategy is service recovery through guest compensation. When guests experience significant service failures, the hotel provides:
· Room upgrades as a goodwill gesture.
· Discounts on future stays to encourage return visits.
· Complimentary meals or beverages as an apology (Marriott, 2023).
These compensation strategies not only help rebuild guest trust but also demonstrate that the hotel takes guest dissatisfaction seriously (Berners & Martin, 2021). While compensation is helpful in retaining guests, research suggests that quick problem resolution is often more effective than financial compensation alone (Sparks & Browning, 2011).

[bookmark: _Toc191831374]4.3.4 Proactive Communication

Proactive communication is another important aspect of the hotel’s complaint management strategy. By informing guests in advance about any service delays, maintenance work, or limited availability of amenities, the hotel:
· Manages guest expectations effectively.
· Reduces the likelihood of complaints arising from misunderstandings.
· Builds trust by keeping guests informed throughout their stay (ResearchGate, 2018).
By engaging with guests before problems occur, the hotel can minimize dissatisfaction and address concerns proactively, improving overall guest satisfaction and complaint prevention.

Summary of Complaint Management Strategies
Mercure Birmingham West Hotel has adopted several complaint resolution techniques, including:
· Staff training using the LAST model.
· Technology-driven real-time feedback systems.
· Guest compensation and service recovery initiatives.
· Proactive communication to manage expectations.
While these strategies have improved guest satisfaction, further refinements in technology integration, staff responsiveness, and proactive issue prevention could help enhance service efficiency and guest retention.

[bookmark: _Toc191831375]4.4 Impact of Online Reviews and Reputation Management

Online reviews play a significant role in the hospitality industry. Approximately 84% of travelers rely on online reviews when choosing a hotel (Booking.com, 2024). Negative reviews that highlight issues such as delayed check-in, maintenance problems, and poor food service can significantly damage a hotel’s reputation.

[bookmark: _Toc191831376]4.4.1 Analysis of Online Feedback
Analysis of guest reviews from platforms such as TripAdvisor and Google Reviews reveals that positive reviews often mention friendly staff, cleanliness, and efficient service. In contrast, negative reviews tend to focus on service delays and unresolved complaints (Placement Journal, 2024). This discrepancy highlights the importance of timely and effective complaint resolution.

[bookmark: _Toc191831377]4.4.2 Reputation Management Strategies
To manage its online reputation, Mercure Birmingham West Hotel has implemented strategies that include:
• Prompt responses to online reviews to show that guest concerns are taken seriously (Forbes, 2023).
• Monitoring digital platforms to identify and address recurring complaints before they negatively affect the hotel’s image (ResearchGate, 2017).
• Encouraging satisfied guests to share positive experiences, thus balancing out the negative reviews (Hospitality Net, 2024).
These strategies are critical as online reputation directly influences booking decisions and overall revenue.


[bookmark: _Toc191831378]4.5 Comparative Analysis with Industry Best Practices
A comparative analysis shows that while Mercure Birmingham West Hotel has adopted several effective strategies, there is still room for improvement when measured against industry best practices. A summary table highlights the key comparisons:
	Area
	Industry Best Practice
	Current Approach at Mercure Birmingham West Hotel
	Required Improvement

	Staff Training
	Regular, intensive training with emphasis on rapid complaint resolution
	Training provided, but response times are not always optimal
	Increase frequency and quality of training

	Use of Technology
	Fully integrated, AI-powered feedback systems for real-time response
	Real-time digital feedback is in use; however, full integration is lacking
	Improve system integration and response speed

	Guest Compensation
	Tailored compensation plans including upgrades, discounts, and complimentary services
	Compensation offered but not always personalized
	Enhance personalization of recovery offers

	Proactive Communication
	Proactive measures including pre-service briefings and real-time updates
	Some proactive communication exists, but information is not consistent
	Standardize and automate proactive updates

	Online Reputation Management
	24/7 monitoring and rapid response to online feedback
	Monitoring is in place; responses can be delayed
	Accelerate response time to online reviews


This analysis reveals that improving staff training, technological integration, and proactive communication are essential for further enhancing guest satisfaction.

[bookmark: _Toc191831379]4.6 Conclusion
The findings indicate that Mercure Birmingham West Hotel faces common challenges found in the hospitality industry: check-in delays, room maintenance issues, food service problems, and slow complaint resolution. While the hotel has implemented strategies such as staff training, digital feedback systems, and guest compensation, the analysis shows that there is still room for improvement. The effective handling of guest complaints can lead to higher customer retention and a stronger online reputation (Cvent, 2024; Booking.com, 2024).
Moreover, the importance of proactive communication and rapid online review management cannot be understated, as these factors heavily influence guest perceptions and future bookings (ResearchGate, 2018; Marriott, 2023). The comparative analysis with industry best practices suggests that further investment in AI-driven feedback systems and enhanced training modules would likely yield better service outcomes.
Overall, this analysis confirms that efficient complaint management is crucial not only for resolving individual guest issues but also for maintaining a positive reputation in a competitive industry. The next section, Discussion, will interpret these findings in greater detail and propose strategies for improvement based on the evidence gathered.
[bookmark: _Toc191831380]5. Discussion 

[bookmark: _Toc191831381]5.1 Introduction
The findings in the previous section identified key areas of guest dissatisfaction at Mercure Birmingham West Hotel, including long check-in delays, slow complaint handling, food service inefficiencies, and maintenance issues. These factors significantly impact guest satisfaction, retention, and online reputation. Research has shown that hotels that handle complaints effectively can retain up to 25% more customers compared to those that do not respond to guest concerns (Cvent, 2024).
This section explores these findings in relation to service quality models, complaint management strategies, and industry best practices. The discussion will focus on:
• The relationship between service quality and guest satisfaction.
• The effectiveness of complaint resolution strategies.
• The role of online reputation management.
• Benchmarking against industry-leading hotels.
• Detailed recommendations to enhance guest satisfaction and service recovery.

[bookmark: _Toc191831382]5.2 The Importance of Service Quality in Guest Satisfaction

Service quality is a key factor in shaping guest experiences. Guests expect quick service, comfortable accommodations, and professional staff interactions. When these expectations are not met, complaints arise. Research shows that 80% of guests who experience poor service are likely to leave negative online reviews (Booking.com, 2024).

[bookmark: _Toc191831383]5.2.1 Application of the SERVQUAL Model

The SERVQUAL model (Parasuraman, Zeithaml & Berry, 1988) is widely used in the hospitality industry to measure service quality through five key dimensions:
	Dimension
	Definition
	Mercure Birmingham West Hotel’s Performance

	Reliability
	Consistency in delivering promised services.
	Frequent delays in check-in and maintenance requests.

	Responsiveness
	Willingness to help guests and provide prompt service.
	Staff response times vary, causing guest frustration.

	Assurance
	Employee professionalism, knowledge, and courtesy.
	Staff is friendly but lacks structured complaint-handling training.

	Empathy
	Personal attention to guest concerns and needs.
	Some guests feel their complaints are not taken seriously.

	Tangibles
	Physical environment, cleanliness, and facilities.
	Clean rooms, but maintenance issues persist.


The low performance in reliability and responsiveness at Mercure Birmingham West Hotel suggests that service recovery efforts must be improved. Studies indicate that hotels that enhance their responsiveness to guest concerns experience a 30% increase in positive online reviews (Cvent, 2024).
To improve guest experiences, the hotel should:
• Enhance complaint resolution mechanisms to ensure faster responses.
• Conduct regular staff training focused on handling guest concerns efficiently.
• Use digital tracking systems to monitor and manage guest complaints.
[bookmark: _Toc191831384]5.3 Effectiveness of Complaint Resolution Strategies
Complaint handling is a critical aspect of guest satisfaction. Research shows that 61% of dissatisfied guests will not return if their complaint is ignored, but 70% will forgive mistakes if complaints are handled professionally (Dominici & Guzzo, 2010).

[bookmark: _Toc191831385]5.3.1 Implementation of the LAST Model
The LAST Model (Listen, Apologize, Solve, and Thank) is a widely used approach in hospitality complaint management (CloudApper, 2024). The model follows four key steps:
1. Listen: Staff should actively listen to the guest’s issue without interrupting.
2. Apologize: A professional and sincere apology should be given.
3. Solve: Immediate action should be taken to resolve the issue.
4. Thank: The guest should be thanked for bringing the issue to attention.
Mercure Birmingham West Hotel follows the LAST model, but inconsistent implementation across departments leads to delays in complaint resolution.

To enhance complaint resolution, the hotel should:
• Implement standardized complaint resolution protocols to ensure all staff follow the same process.
• Use digital tracking tools to monitor complaint progress and resolution time.
• Conduct quarterly complaint-handling refresher training for all staff members.

[bookmark: _Toc191831386]5.3.2 Compensation and Service Recovery Strategies

Mercure Birmingham West Hotel currently offers compensatory measures such as:
• Room upgrades for guests experiencing maintenance issues.
• Discount vouchers for future stays.
• Complimentary drinks or meals for food service complaints.
While these strategies help improve guest satisfaction, research suggests that proactive issue resolution is more effective than compensation alone (Marriott, 2023). Guests prefer timely and effective solutions over financial compensation.

The hotel should:
• Adopt a proactive approach where issues are identified and resolved before guests complain.
• Introduce a guest follow-up system to check if complaints were resolved to satisfaction.
• Reduce dependency on compensation and focus on service improvements.

[bookmark: _Toc191831387]5.4 The Role of Online Reputation Management

[bookmark: _Toc191831388]5.4.1 Impact of Online Reviews on Hotel Bookings
Online reviews significantly influence guest booking decisions. A study by Booking.com (2024) found that 84% of travelers read reviews before booking a hotel. Guests who read negative reviews about poor service, slow check-ins, and unresolved complaints are less likely to book a stay (ResearchGate, 2018).

Mercure Birmingham West Hotel’s online reviews highlight both positive and negative trends:
	Review Type
	Common Guest Feedback

	Positive Reviews
	Guests praised staff friendliness and room cleanliness.

	Negative Reviews
	Complaints included slow service, check-in delays, and poor complaint resolution.




[bookmark: _Toc191831389]5.4.2 Strategies for Better Online Reputation Management

To strengthen online reputation, the hotel should:

• Ensure management responds to all guest complaints online within 24 hours.
• Use review analysis tools to identify recurring negative feedback trends.
• Encourage satisfied guests to leave reviews by offering post-stay incentives.

Hotels that actively engage with online reviews and address guest complaints publicly build stronger reputations and guest trust (Cvent, 2024).

[bookmark: _Toc191831390]5.5 Benchmarking Against Industry Best Practices
Comparing Mercure Birmingham West Hotel’s performance with leading hotel brands highlights areas for improvement:
	Best Practice
	Industry Standard (Hilton, Marriott, etc.)
	Mercure Birmingham West Hotel’s Current Approach
	Recommendations

	Check-in Efficiency
	Digital check-ins, mobile apps, self-service kiosks.
	Manual check-in, long queues.
	Implement self-check-in kiosks.

	Complaint Handling
	AI-powered tracking, immediate response.
	Manual tracking, slow resolution.
	Introduce automated complaint management system.

	Online Reputation Management
	24/7 social media monitoring.
	Inconsistent review responses.
	Respond to guest reviews within 24 hours.

	Staff Training
	Quarterly customer service refreshers.
	Initial training, but no refresher programs.
	Conduct quarterly service recovery training.


Hotels that adopt digital transformation and real-time complaint resolution have higher guest satisfaction rates (Emojot, 2024).



[bookmark: _Toc191831391]5.6 Recommendations for Enhancing Guest Satisfaction at Mercure Birmingham West Hotel

[bookmark: _Toc191831392]5.6.1 Improve Check-In Process with Digital Solutions
• Introduce self-check-in kiosks and mobile check-in options.
• Reduce queue times and increase front desk efficiency.

[bookmark: _Toc191831393]5.6.2 Strengthen Complaint Management through AI and Automation
• Use AI-driven complaint tracking tools to flag issues in real-time.
• Set up a service recovery dashboard to monitor complaints.

[bookmark: _Toc191831394]5.6.3 Enhance Online Reputation Management
• Assign dedicated staff to respond to guest reviews within 24 hours.
• Encourage satisfied guests to leave positive feedback on review platforms.
[bookmark: _Toc191831395]5.7 Conclusion
This discussion has analyzed guest satisfaction, complaint resolution, and service recovery strategies at Mercure Birmingham West Hotel. The next section, Conclusion and Recommendations will summarize the main findings and final strategic recommendations.

[bookmark: _Toc191831396]6. Recommendations and Practical strategies

[bookmark: _Toc191831397]6.1 Introduction

This research has examined guest satisfaction and complaint management at Mercure Birmingham West Hotel, highlighting key challenges, industry comparisons, and best practices. The findings suggest that while the hotel offers good service in some areas, it faces major issues in check-in delays, slow complaint resolution, inconsistent service recovery, and online reputation management.
The purpose of this section is to:
• Summarize the key findings of the research.
• Identify areas that require improvement in guest satisfaction strategies.
• Present strategic recommendations to enhance service quality.
• Outline an implementation plan for Mercure Birmingham West Hotel.
By following these recommendations, the hotel can enhance guest experiences, improve operational efficiency, and strengthen its market competitiveness.

[bookmark: _Toc191831398]6.2 Summary of Key Findings
The main findings from the study highlight the following trends:
[bookmark: _Toc191831399]6.2.1 Guest Complaints and Service Gaps
· Check-in Delays: Long waiting times at reception due to manual check-in processes and understaffing.
· Slow Complaint Handling: Guests report delayed responses to service issues, particularly for maintenance requests and food service complaints.
· Inconsistent Housekeeping and Maintenance: Rooms are clean, but maintenance issues persist, leading to guest dissatisfaction.
· Food and Beverage Service Delays: Long waiting times for meals, incorrect orders, and limited dietary options reduce overall guest experience.
· Lack of Real-time Issue Resolution: Staff often do not proactively address issues before guests complain.

[bookmark: _Toc191831400]6.2.2 Service Recovery Challenges

· Complaint Resolution is Reactive Rather than Proactive: The hotel uses compensation strategies (e.g., room upgrades, free meals) instead of preventing service failures.
· Inconsistent Staff Training: Employees receive basic training but lack refresher courses on handling complaints effectively.

[bookmark: _Toc191831401]6.2.3 Online Reputation Management Gaps

· Delayed Responses to Online Reviews: Many guest reviews remain unanswered for days or weeks, affecting online brand perception.
· Negative Reviews Related to Service Delays: A large proportion of negative feedback focuses on check-in inefficiencies and food service complaints.

[bookmark: _Toc191831402]6.2.4 Benchmarking Against Industry Standards

A comparison with hotel industry best practices (e.g., Hilton, Marriott) reveals the need for:
· Digital transformation: Automated check-in systems, AI-powered complaint tracking, and real-time issue resolution are missing at Mercure Birmingham West Hotel.
· Faster review response times: Industry leaders respond to guest reviews within 24 hours, improving online reputation and guest retention.
· Staff empowerment in service recovery: Successful hotels train employees to resolve guest complaints at the first point of contact instead of escalating issues.

[bookmark: _Toc191831403]6.3 Recommendations for Improvement

[bookmark: _Toc191831404]6.3.1 Enhancing Check-In and Front Desk Operations
A seamless check-in experience is critical in shaping first impressions. To improve front desk operations:
· Introduce Digital Check-in Systems: Self-check-in kiosks and mobile check-ins will reduce queue times and improve efficiency.
· Hire Additional Front Desk Staff During Peak Hours: More staff will ensure that guests receive timely assistance.
· Provide Pre-arrival Information via Email or SMS: This keeps guests informed about hotel policies, check-in times, and any potential delays.

[bookmark: _Toc191831405]6.3.2 Implementing a More Effective Complaint Management System
To handle complaints efficiently and proactively, Mercure Birmingham West Hotel should:
1. Develop a Centralized Digital Complaint Tracking System: This system should:
2. Log all guest complaints in real-time.
3. Automatically assign issues to relevant departments.
4. Monitor resolution times to ensure timely action.
5. Train Staff in Faster Issue Resolution: Employees must be empowered to:
6. Resolve guest complaints without needing manager approval for minor issues.
7. Follow structured service recovery steps to maintain consistency.
8. Implement Proactive Guest Service Checks: Staff should:
9. Contact guests within 24 hours of check-in to confirm satisfaction.
10. Offer immediate resolutions if concerns are raised before guests leave negative reviews.

[bookmark: _Toc191831406]6.3.3 Improving Housekeeping and Room Maintenance Services
Guest satisfaction heavily depends on room conditions. To enhance housekeeping and maintenance efficiency:
1. Create a Real-time Maintenance Reporting System: Housekeeping staff should:
2. Use tablets or mobile apps to report maintenance issues immediately.
3. Track repair requests to ensure resolution before the next guest arrives.
4. Implement a Room Inspection Checklist: Before check-ins, supervisors should:
5. Inspect each room for cleanliness and functionality.
6. Confirm that rooms meet brand standards before handing over to guests.
7. Introduce a 24-hour Maintenance Response Guarantee: All maintenance requests must be resolved within 24 hours, with alternative solutions offered in case of delays.

[bookmark: _Toc191831407]6.3.4 Enhancing Food and Beverage Service Quality
· Increase Kitchen Staff During Peak Hours: More chefs and servers can:
· Reduce food preparation delays.
· Ensure quicker service to tables.
· Expand Dietary Options and Improve Menu Accuracy: Guests expect:
· More diverse vegetarian, vegan, and allergen-free meals.
· Better coordination between servers and kitchen staff to prevent incorrect orders.
· Allow Guests to Pre-order Meals via an App: This can:
· Reduce waiting times.
· Enhance the dining experience for business travelers and event attendees.
· 
[bookmark: _Toc191831408]6.3.5 Strengthening Online Reputation Management
Guest reviews significantly influence hotel bookings and revenue. To improve online reputation:
· Assign a Dedicated Online Reputation Team: Staff should:
· Respond to guest complaints within 24 hours.
· Engage with guests on social media and review platforms.
· Encourage Positive Reviews: The hotel can:
· Send follow-up emails to satisfied guests requesting reviews.
· Offer small incentives (e.g., discounts on future stays) for guests who leave feedback.
· Use Sentiment Analysis Tools: AI-powered tools can:
· Analyze guest reviews to identify recurring complaints.
· Provide data insights to management on areas needing improvement.

[bookmark: _Toc191831409]6.3.6 Investing in Employee Training and Development
Continuous staff training ensures consistency in service delivery. The hotel should:
· Conduct Quarterly Customer Service Training: Sessions should focus on:
· Handling guest complaints professionally.
· Resolving issues efficiently without escalation.
· Introduce a ‘Mystery Guest’ Evaluation Program: Mystery guests can:
· Assess real service experiences and identify weaknesses.
· Provide feedback for improving guest interactions.
· Empower Staff to Take Initiative in Service Recovery: Employees should be:
· Trained to resolve minor guest concerns without waiting for manager approval.
· Encouraged to personalize service recovery responses to build guest loyalty.

[bookmark: _Toc191831410]6.4 Implementation Plan and Timeline
To ensure effective execution of the above recommendations, the following timeline is proposed:
	Action
	Timeframe

	Introduce digital check-in system
	Within 6 months

	Implement a complaint tracking dashboard
	Within 3 months

	Launch staff training programs
	Every 4 months

	Upgrade online reputation management strategies
	Ongoing

	Enhance food service operations
	Within 6 months

	Strengthen housekeeping and maintenance coordination
	Within 6 months



[bookmark: _Toc191831411]6.5 Conclusion
By implementing these strategic recommendations, Mercure Birmingham West Hotel can:
1. Reduce service delays and improve overall guest experiences.
2. Enhance its reputation on online review platforms.
3. Increase guest retention and brand loyalty.
4. Strengthen operational efficiency and service quality.

Adopting technology-driven solutions and proactive guest engagement will position the hotel as a leader in service excellence, ensuring long-term success in the competitive hospitality industry.
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