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Figure 1: Complaint about Cardiff Marriott Hotel
Source: Google Reviews, 2022
At Cardiff Marriott Hotel, we always strive to provide our guests with the best possible services and accommodations. We are deeply sorry to hear that you experienced an issue during your stay and have taken your complaint seriously. Our team is dedicated to ensuring that all our guests have a pleasant and comfortable stay, and we apologise for any inconvenience caused. At Cardiff Marriott Hotel, we are constantly striving to provide our guests with the best experience possible. We stay up-to-date with the latest trends in hospitality and travel so that our guests can enjoy all the latest amenities and services. From modern décor to cutting-edge technology, we aim to offer something new and exciting every time you visit us. Our commitment to excellence is what sets us apart from other hotels in the area. We understand that your stay at Cardiff Marriott Hotel was not up to your expectations, and we apologise for any inconvenience you may have experienced. We take all feedback seriously and strive to provide our guests with the best possible experience. We take great pride in providing excellent service, and we are sorry that we did not meet your expectations on this visit. In the complaint, you even mentioned that you are disgusted and disappointed by our hotel standards and that you won't be returning as our services are not worth the money. Your feedback has been taken into consideration, and we are taking all necessary steps to ensure that this kind of experience does not happen again in the future.
We hope to welcome you back soon.
Sincerely,
The Cardiff Marriott Hotel Manager
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[bookmark: _Hlk128581615]Figure 2: Guest Compliment for London Marriott Hotel County Hall
Source: Google Reviews, 2023
We are delighted to hear that you had such a positive experience at London Marriott Hotel County Hall. Your review is a testament to the exceptional service and products that we provide to all our guests. We strive to provide a memorable stay for each of our visitors, and your feedback encourages us to continue striving for excellence. London Marriott Hotel County Hall is proud to have provided our guests with a memorable experience. We are delighted that the setting we created for your family met your expectations and that you appreciated the care and attention of our staff. We strive to ensure each and every guest has an enjoyable stay with us, and we are thrilled that was the case for you. From the warm welcome to the attentive service, we have worked hard to make every aspect of your stay perfect. We're delighted that you appreciated our hard work and effort. At our hotel, we strive to provide the best customer experience possible. That's why we've invested in training our staff with the most cutting-edge hospitality skills and techniques. Our team is dedicated. That's why they were able to provide you with a warm and friendly welcome during your stay, and they're equipped with the knowledge to make sure every detail is taken care of. We are immensely grateful for the wonderful review you gave us. It truly meant a lot to our staff, who were deeply touched by your kind words. Your efforts in taking the time to leave us a review have not gone unnoticed, and we would like to express our utmost appreciation for it. Thank you for taking the time to leave such an encouraging review!
Be Well,
Manager
London Marriott Hotel County Hall 
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60 Upper Thames St., London
EC4V 3AD, United Kingdom

January 1st, 2023

Subject: Room cancellation due to Hotel Renovation

Dear Guest, 
We have to inform you that Westin London City is undergoing renovation, which will enable us to welcome more guests and provide them with state-of-the-art services & facilities. Our goal is to ensure that every guest has the best possible stay here in London, and we are confident that these changes will help us achieve this. We regret to inform you that due to necessary renovations of our hotel reception area, wellness centre and spa, we have had to cancel your room booking. 
We have to inform you that we will be undergoing a period of renovation, due to which guest bookings from 7 to 21 January 2023 will be cancelled. This is an exciting opportunity for us to enhance the guest experience further and provide you with the best possible service. We understand that this renovation disruption may cause some noise at varying times throughout the day and want to ensure the comfort of our guests; thus, we have decided to take this action for your own benefit and cancel all bookings during the renovation period. I understand how upsetting it must feel to receive such short notice that your room booking has been cancelled. We are truly sorry for any inconvenience this may have caused and want to ensure you that we prioritise our customer's satisfaction above all else. Due to this 
 For the inconvenience that we are causing you, we will pay the whole amount, and after the construction, we would like to welcome you to our hotel, which will have new facilities of, spa and treatment rooms. The guest who would like to renew their booking after renovation would be provided with reasonable offers and free spa and treatment services as we provide a high focus on consumer loyalty. We apologise for any inconvenience this may cause, and we thank you for your understanding during this time. We hope that the enhancements made will result in an improved experience for all of our guests in the future.
Manager
The Westin London City
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Westin Hotel
Upper Thames
EC4V 3AD, London

December 2nd, 2021

Subject: Response to Complaint

Dear Mrs Mary Lewis, 
We at Westin Hotel are deeply sorry to hear about your unfortunate experience during your stay from 15 March to 20 March 2023. We understand the importance of providing our guests with an excellent and memorable experience, and it is clear we have failed in that regard. We were deeply saddened and disturbed to hear about the suffering you and your family endured while staying at our hotel. It is unacceptable that such a negative experience should ever befall a valued customer of ours, and we are determined to make sure it never happens again.
As General Manager at Westin Hotel, I was taken aback that you have to encounter an unexpected overbooking issue. This resulted in your family being transferred to a room that was not to your liking. It was a difficult situation for you to deal with. I talked to my team about the inconvenience that you have to face and was able to analyse the situation much better. Due to being short-staffed, our booking data was lost, which resulted in you facing problems. The room that you were transferred to was supposed to be clean, but one of our room managers, due to a personal emergency, forgot about it, and that's why you have to face the issue of an un-renovated and older room. 
It is deeply concerning to hear that your stay at our hotel was not up to the standards that we strive for. We understand the frustration and inconvenience that you felt as a result of being in a dirty room and no action being taken despite your complaint. We take customer feedback seriously, and as such, we have been taking steps to improve our services. As a result of your complaints, we have conducted a thorough review of our services and consulted with our hotel management team and housekeeping staff. We are committed to making sure that all of our customers experience the highest quality service possible. We are deeply sorry for the inadequate services that you received during your stay at our facility. We understand how disruptive and unpleasant it can be when expectations of quality service are not met. Your letter of complaint has been taken into serious consideration, and we are committed to ensuring that such an issue does not happen again in the future.
I also feel very sorry about the misleading information that you think you received from our website and booking process. As per your friends, we are a hotel that provides our guests with a positive and comfortable environment, and we failed to do that. Due to this reason, we would like to invite you to stay at our hotel once again so that we can provide you with the excellent experience that you have heard about. I look forward to hearing from you again, and do consider my offer. 
Thank you for taking the time and writing to us, and I will ensure that we work on providing better services to all our guests so that this issue does not arise again.
General Manager
Westin Hotel
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On arrival we were greeted by a lovely gentleman, all staff were lovely when checking in.
‘Although, when we got to our room we soon realised that the air con didn't work, so we
opted to use the fan.. it was absolutely disqustingly dirty.

We also realised that the toilet was blocked so we couldn't use.

‘The bedding was dirty.

There was a tissue over the sprinkler in the room, I'm assuming it was previous guests that
put that there.

I paid £260 for one night here and | can honestly say I'm truly disappointed and disgusted
by the standard at this hotel

1will not be returning, definitely not worth the money.

Trip type Couple
Rooms 10 Service 3.0 Location 50
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