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Introduction
This report will analyze a scenario within a hotel industry which is clearly indicates a way in which a situation could be managed. We are evaluating how the managers interact with their employees and customers, and what actions they take to resolve the situation in an appropriate way with leaving both sides satisfied so no further action will be needed. “Management is an art and science of getting work done through people. It is a process of giving direction and controlling the various activities of the people to achieve the objectives of an organization.” (Murugesan, 2014) It is important to say that that managers should be qualified and well trained in order to supply excellent quality in the organization. The managers should possess excellent organising skills, planning ahead, controlling the situation and subordinates, and actuating by motivating their employees. There should be a motivation created from the managers to the employees and “Psychologist Abraham Maslow proposed the idea that everyone seeks to satisfy five basic kinds of needs: physiological, safety, belongingness, esteem and self-actualization.” (Lauby, 2005)

Analysis of current scenario
Analyzing this situation there are some good actions and bad actions. But overall the receptionist and the housekeeping supervisor tried to give their best to satisfy their customers. “The word satisfaction is the most appropriate label for the range of attitudes and feelings that the customers hold about their experiences with an organization”. (Hill, Roche and Allen, 2007) Every hotel receives complaints, no matter how well the service is organized. There are guests who are dissatisfied and want to express their dissatisfaction to a hotel employee. Usually in the hotel practice the complaints are accepted at the reception by the administrator. He must listen to the guest carefully, with the necessary attention, and seek permission that would satisfy the guest. Ignoring or not resolving the complaint could lead to complications, with negative consequences for the hotel. Guests, if they do not share and do not reach a solution to their problem, will form a negative assessment of service; sharing it later with his friends, relatives and colleagues, a bad advertisement of the hotel was realized. In this scenario the receptionist remained calm and started acting straight away to resolve the problem, contacting the travel agency so that he can get more information and provided to his manager to avoid bad review for the hotel and its reputation. Housekeeping is one of the most important departments of the hotel because they work hard to maintain the cleanliness of the rooms and to make the customers feel at home. The housekeeping department is important but also has one of the highest staff turnover rates in the industry. To tackle issues with staff retention, supervisors have to make sure their teams are constantly motivated to perform and come up with new ways to foster loyalty. Staff empowerment alone is not sufficient to build a strong housekeeping team; communication and training are essential to develop skills and boost morale. “Motivated employees are significantly more productive than discouraged employees, and productive employees are essential to management success.”(Doyle, 2005) The housekeeping job is not that easy as most of the people think, because it is consuming time to achieve perfection in making the room for the customers like their home. The coordination between the front office and housekeeping is of big importance to both departments. The receptionist cannot accommodate guests in the room if he is not sure that the maid is ready to clean her. “Teamwork is the actual action that a team performs. It is defined as the cooperative effort by a group of persons acting together as a team.” (Walker and Miller, 2009) There was a constant connection between the two departments and that has been shown in the scenario because the housekeepers managed to organize themselves much faster and to clean and prepare the room for their guests. Another thing we need to talk is the communication “Communication creates understanding on three levels, each understanding the one above.” (Barker, 2006) and bad communication leads to bad customer service. 

Communication is one of the key points in every hotel because this is the way you create a relationship with your customers and your employees. Conflicts are most often the result of poor communication inside the company between colleagues, departments, units and external company communication with partners, suppliers, customers, media, competition, etc. Sometimes a person with experience behind him goes to another company, starts behaving as an adequate manager and with a flame begins to change the ways of action of his new company. There are stages and formulas that are applied when entering a new place and if they are followed, this problem can be avoided and one can gradually climb to higher levels in the company. In this current given situation the manager did not involve himself directly, he left the receptionist to take action by himself after his proposal to solve the problem and to make the customer happy.

Customer Relationship Management
“Customer relationship management (CRM) is about understanding the nature of the exchange between customer and supplier and managing it appropriately. The exchange contains not only monetary consideration between supplier and customer but also communication.” (Peel, 2002) CRM is viewed in terms of customer satisfaction as an entrepreneurial goal to achieve significant financial results. The desire of companies to meet the needs of customers and thus strengthen their relationships with them is a known fact for the customers themselves, who are increasing their requirements for traders / suppliers. The one who fails to meet the needs of customers sooner or later leaves the market. The relationship with the client must always be economically justified and for this reason the evaluation of the value of the clients has an important role in the revival and development of the relationship. With this satiation we see that the management did not react well enough, maybe because of lack of good experience because he only offered one solution and nothing else in order to keep their customers or even compensate them in some other way. Sometimes managers who are not trained well are thinking only how to take the money from the customer without thinking if he is going to recommend the hotel or not, or to return to the hotel on the next year. This sometimes gives bad reputation to the hotels and their main mistake is that they do not pick the correct candidate for the job position and only think how to make more profit during the year.

Quality management
“Quality is a dynamic state associated with products, services, people, processes, and environments that meets or exceeds expectations and helps produce superior quality.” (Knowles, 2011) This is something every hotel should consider when offering their products and services to the customers because they show the performance of the hotel and its goals. All quality systems aim to increase the competitiveness of hotels by increasing consumer satisfaction. Poor quality is the result of either a lack of a clear idea of it or the use of an incorrect quality improvement system. “Specifically, quality management comprises the following four elements: Quality planning, Quality control, Quality assurance, and Quality improvements.” (Nanda, 2005) Quality management is based on inspection and control. Most often, hoteliers and restaurateurs define the main goals and create quality standards based on their personal understanding of it, without taking into account their target market. Some establishments use selected quality assurance tools, but not the overall quality management approach. Many hotels and restaurants strive to obtain a higher category in order to be more representative and at higher prices, rather than to better meet the needs of their customers, which would contribute both to increase their competitiveness and benefits of the settlement or region (country). Often hotels are more interested in raising quality standards by increasing the number of rooms, building a swimming pool, bowling alleys, casino, than by improving service. Although the material base of the tourist product is important, critical for its success on the market is the human factor, i.e. service. A luxurious room cannot compensate for the inhospitable and rude attitude of the staff.

Recommendation
After examining the scenario and the behavior of the both employees and customer there are some recommendation which we can propose to the hotel in order to progress for future situations like this one. First of all the receptionist was the person who encountered the customers complain but he was calm and started to think from the beginning how to satisfy the customers need with what he has. The recommendation for the hotel would be that they should expand the receptionist authority and give him more freedom if we can say it like that so that they can act even faster about customers’ requests, but also to have a manager on site and not to have to wait for response because not every time the manager is free or able to help with a occurred situations. We cannot give much recommendation towards housekeeping because they are well organized and managed to prepare everything for the customers` room in a short period of time. The housekeeping management should only make more meeting to encourage and stimulate their subordinates to continue providing excellent service even in stressful situations like this one. Finally we are going to focus on the manager and how he can improve himself. The hotel should start to provide more training programs toward the managers and push them constructively to improve their qualities and actions. The hotel should also try and hire managers with more experience and qualifications so that they can represent the hotel brand and to comply with the company standards. The manager they should look for should be loyal, responsible, creative, working under pressure, communicative and a leader of his team. 

Conclusion
In general the first thing that needs to change is the management of hotels and restaurants. It is the managers who conduct job interviews and manage staff as a whole. Unfortunately, in most cases the figure of the manager is depersonalized and he does not feel like part of the management team, although he has the most direct observations on the work process. The other important thing is that a good manager should spend a maximum of one or two hours at his desk. He must be among the staff and visitors. However, some times when you have dinner and the manager of the restaurant comes and asks how are you feeling and do you have any complaints. And even though you think that all this is artificial and this person doesn't care about you and it's just part of his job, you feel like a special guest. Leading in the level and quality of service are professionalism and experience, but no less important are the attitude towards the guest and care for him. The truth is that the satisfied guest will brag to two or three of his relatives and acquaintances, the dissatisfied one will complain at least ten. It should not be forgotten that the guest is the most important figure in the hotel or restaurant. The condition of the establishment, the employment, the material support of the hotel, the jobs and the salaries of the employees depend on it. The staff has a job and a salary thanks to the guests, not the other way around.
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Scenario 
Working in the hospitality industry is frequently a challenge especially because it involves working with people from different places and with different behavior. Dealing with guest complaints is one of the biggest challenges for any member of the hotel staff. Sometimes even the staff do not have the ability to change or fix the problem and this is where the customer confronts them. In this current situation that we are going to speak is working as a receptionist at four star apart hotel in Bulgaria. The receptionist supposed to welcome some customers from Slovakia which arrived earlier than the check-in time which was 2 pm. All was going well and the receptionist explained them for the check-in time because they said that the travel agency had promised them that they will be early checked-in according to their flight. The communication between the receptionist and the customers was hard because they did not know good English and that is when the problem- started. The loss of communication is one of the biggest problems because they cannot understand you properly. After some time they managed to understand that the hotel has a lot of check-out customers and the rooms need time to be cleaned and prepared for them. The customers agreed to wait for their rooms to be prepared and waited in the lobby. The housekeeping supervisor managed to prepare the rooms for them early and the receptionist started to do a check-in with them which made them happy. When starting to deal with the booking vouchers the receptionist saw that they had booked a room for two adults and one child. Obviously what they had done was booking a standard double room which is 2+1 for the mother, father and their son which was 24 and was considered as an adult not as a child. The standard double room is one big or two twin beds and a sofa bed for the child, but in this case the child was a grown man which was tall and there will be a problem after they see that. The receptionist started to call the travel agent to let them know what is going on and to sort the problem in the early stage but while speaking with the agency the customers came back to reception and started to shout and demanded a different room because their son could not fit in the bed the hotel had provided for him. The receptionist called their manager and explained the situation and he offered a solution which was that they can move later on a triple room with normal beds but they have to pay extra money. The customers were not happy with this and started to get angrier, started calling the travel agent but they said to them the same thing which my manager had told them and this had made the situation even worse. There was a clear miscommunication between the customer and the travel agent because they had given their budget for the holiday but maybe the agency did not explain them properly about the rooms. This whole situation took almost half day and after that the customers cancelled their booking and moved to another hotel which left us with loss of money and a bad review. This could have been sorted in a different way by the management and the travel agency in order not to lose the customers and not to receive bad comments, because in this situation because of bad communication the hotel takes the customers impact on their review.
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