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[bookmark: _Toc213200461]Abstract
Service recovery is a very significant factor in Food and Beverage (F&B) businesses, where brand image and satisfaction of the customer is largely based on quality service failure response. The current hospitality competitive world requires fast and organized recovery mechanisms to retain customer confidence and loyalty. The research is based on investigating the efficacy of service recovery schemes within the F&B sector of the Holiday Inn Sunderland, which belongs to the InterContinental Hotels Group (IHG).
The quantitative case study was carried out through the provision of questionnaires designed in a structured way to 29 F&B employees. The results found that even though the current recovery practices were found to be functional, they were mostly reactive and unpredictable. The weaknesses may be described as poor documentation of complaints, poor staff empowerment, and a lack of regular follow-up training. However, employees showed a great desire to use digital solutions and were in favor of rolling out a Digital Complaint Log (DCL) as a way to enhance accountability and learning.
It has been concluded that efficient service recovery improves the guest satisfaction and dependability significantly due to its ability to be responsive, fair, and communicative. It suggests establishing a DCL, monthly complaint-handling workshops, and briefings about the trends in complaints on a daily basis as a way to create a more proactive, empowered, and data-driven culture of recovery in the F&B business.	
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[bookmark: _Toc213200463]1. Introduction
[bookmark: _Toc213200464]1.1 Study Background
The provision of high-quality guest service in the contemporary hospitality sector has now become one of the critical indicators of organisational performance and competitiveness (Soria et al, 2025). In such a setting, service recovery techniques are critical in the process of sustaining guest satisfaction and loyalty after service failures. Food and Beverage (F&B) division, specifically, is one of the areas of operation that are crucial, as direct contact between the guest and the staff often dictates the quality of service perceived by the guests (Ali et al, 2025). In cases of service failures i.e., wrong orders, lengthy waiting lines, or poor allergy issues, recovery strategies will make the difference between satisfied and dissatisfied guests (Asgeirsson et al, 2024).
The study is created on the “Holiday Inn Sunderland” mid-scale hotel that belongs to the “InterContinental Hotels Group (IHG)”. The hotel offers various guest services such as a restaurant, bar, and breakfast buffet to business and leisure travellers. Its F&B business is informed by the global standards of IHG service that focus on consistency, responsiveness, and sensitivity to respond to the needs of its guests. Nevertheless, as it was noted during the placement period, complaint handling and recovery outcomes in F&B services, though largely effective, are in most cases reactive and do not have formal systems of systematic follow-up or review (Agnihotri et al, 2021).
The necessity of clear service recovery measures has increased with the rise in expectations of the guests and the online reviews and feedback systems, which have resulted in the hotels being subject to more digital transparency (Vo et al, 2021). Service recovery helps to improve the relationship between the guest and the hotel and also builds loyalty in the form of repeat business and brand image because service recovery not only rectifies short-term problems but also enhances a good relationship between the guest and the hotel (Lim et al, 2025). Thus, this study attempts to explore the way the F&B department at Holiday Inn Sunderland handles service recovery and its impact on satisfaction by guests and performance.
[bookmark: _Toc213200465]1.2 Problem Statement:
Incorrect orders, long wait time, allergy related error are around of the common service failures practised by the hospitality business especially in the Food and Beverage (F&B) operations, which may harm guest satisfaction and brand image in case they are not well addressed. Many hotels, such as Holiday Inn Sunderland, have not had a structured technology-based service recovery system to document, analyse, and learn through such incidents, although they attempt to resolve them swiftly. This results in a reactive and not proactive service culture, which restricts chances of operational enhancement and a predictable guest experience. The recent study by Zhou and Wang, (2024) shows that employee empowerment and a well-organised system of complaints are the most effective strategies to enhance recovery performance and guest loyalty in the hotel environment. In the same manner, Rahman et al, (2025) established that the lack of systematic service recovery plans leads to low customer satisfaction and retention because service gaps that are still unaddressed cause mistrust and a lack of repeat customers. Thus, the main issue that needs to be discussed in the given research is the necessity to consider a more formalised and data-driven service recovery framework in the F&B department of Holiday Inn Sunderland to provide consistent service quality, maximise guest satisfaction, and facilitate organisational learning.
[bookmark: _Toc213200466]1.3 Aims:
To examine the efficiency of service recovery strategies in F&B operations in Holiday Inn Sunderland and evaluate how the service recovery strategies impact on the guest satisfaction.
[bookmark: _Toc213200467]1.4 Objectives:
· To test the efficiency of the current service recovery techniques applied by Food and Beverage employees of “Holiday Inn Sunderland”.
· To determine the problems that F&B employees encounter when handling complaints among guests.
· To evaluate how the empowerment and training affect the capacity of employees to solve failures in service delivery.
· To determine how the current recovery practice is in line with the service recovery theories.
· To make suggestions on how to improve service recovery strategies to achieve better guest satisfaction and operational performance.
[bookmark: _Toc213200468]1.5 Research questions:
· What is the effectiveness of the existing service recovery techniques in the Food and Beverage department of Holiday Inn Sunderland?

· What do the employees get challenged with whenever dealing with guest complaints?
· What is the outcome of empowerment and training on the effectiveness of employees in solving issues related to service failures?
· How well are the current practices in line with service recovery theory?
· What are the ways to increase the recovery practices to enhance the satisfaction of guests and organisational performance?
[bookmark: _Toc213200469]1.6 Significance of the Study:
The study is trying to answer a topical and realistic question of the hospitality operations application management visitor complaint, whose influence has a long-term impact on the guest satisfaction and loyalty. The study implies research and practice. It is also helping to build the existing body of knowledge on service recovery and customer satisfaction within the mid-scale hotel setting, and it informs us of how the theoretical concepts cut across service reality (Tseng and Yong, 2025). The results of the study can be utilised in practical and organisational terms or rather produce practical recommendations to the management of the Holiday Inn Sunderland training, staff empowerment, and complaint tracking systems improvement.
It is not only the potential of the organisation:
Socially, it improves the quality and satisfaction of the services to the guests.
It will be cost-effective and cost-efficient because it will enhance recovery procedures and result in a reduction of recurring mistakes in services.
On the environmental front, good recovery plans will minimize waste due to preventable failures in services (e.g., remade meals or repetitive work).
Hence, the project not only offers managerial knowledge but also has a positive impact on the overall hospitality industry by enhancing sustainable service excellence.
[bookmark: _Toc213200470]1.7 Methodology:
The study is based on a case study design that focuses just on the food and beverage department of Holiday Inn Sunderland. An organised questionnaire will be used to collect data from food and beverage professionals, with closed-ended questions (Likert scale) providing quantitative information. The descriptive statistics; graph analysis and thematic interpretation will be used to examine the responses to determine the efficiency of service recovery strategies and the perception of staff towards empowerment, training, and communication.
[bookmark: _Toc213200471]1.8 Structure of the Report:
Within the framework of this project, there is an inclusion of five major chapters:
Chapter One:
This chapter will deal with the introduction whereby introduction will involve the background of the study, problem description of the research problem, goals, objectives, questions, and relevancy.
Chapter 2:
The chapter will detail the literature review, which will be a critical assessment of the academic theories and the past studies on the subject of the service recovery, complaint handling, empowerment and guest satisfaction.
Chapter 3:
Chapter three outlines the methodology used in the research including method, approach, data collection, sample and ethical issues.
Chapter 4:
The fourth chapter is an analysis of the findings and how they can be correlated to the available concepts and conceptualizations.
Chapter 5:
This chapter will present the conclusions and recommendations. Summarizes the research and provides certain recommendations to both Holiday Inn Sunderland and to the contributions of the research and directions that can be taken in future.
Overall, the introduction in this chapter provides the background, rationale, and importance of developing a research on service recovery initiatives in the F&B operations of Holiday Inn Sunderland.
Overall, this introduction chapter provides the background, justification, and importance of researching service recovery initiatives in the F&B operations of Holiday Inn Sunderland. The study's systematic methodology, which is based on ethical research principles and practical experiences gained during the placement, aims to bridge the gap among theoretical knowledge and practical application of service recovery by determining guest satisfaction and organizational performance in the hospitality industry. 
The conceptual framework and research gap that will inform this study will be addressed in Chapter 2, which will provide a thorough literature review of the past research work, theories, and models on service recovery, customer satisfaction, and employee empowerment.




























[bookmark: _Toc213200472]Chapter 2
[bookmark: _Toc213200473]2. Literature Review:
This chapter critically analyse the extant professional and scholarly articles and research on service recovery, complaint handling, and satisfaction of the customer as applied to the operations of the hospitality industry. It also examines the major theories like Justice Theory, “SERVQUAL”, and “Service Recovery Paradox” in the course of analysing how the staff training, staff empowerment, and technology contribute to the development of recovery effectiveness. The gaps in current research, as outlined in the review, are especially in the mid-scale UK hotels such as the “Holiday Inn Sunderland,” which forms the theoretical basis of this study.
2.1 Concept of Service Recovery:
Zhou and Wang, (2024) reviewed the efficiency of strategies of the service recovery in the framework of the hotel business with an emphasis on the importance of both organized complaint-processing programs and employee empowerment as contributors to guest satisfaction levels and retention. A quantitative survey was used on 15 mid-scale hotels in China, and the data were analysed through the PLS-SEM. It was found that formal service recovery systems, which include a digital record of complaints and recovery procedures, have an important impact on increasing satisfaction of the customer and learning in organisations. The authors inferred that reactive and verbal resolutions will not suffice; they need a systematic service recovery strategy to be backed up by technology so that the complaints by guests become sources of improvement. Another finding from their study showed that employees' ability to make on-the-spot decisions enhances the perceived fairness of recovery outcomes, hence increasing trust.
Correspondingly, Rahman et al, (2025) examined the importance of consistency of service recovery in boosting guest loyalty in hotel food and beverage departments in Malaysia. They concluded that customer complaints were often not documented or resolved in an informal way, which they identified as a factor contributing to persistent service problems and reduced customer confidence by using a mixed-method research design. The examination held that recovery strategies need to incorporate procedural lucidity, emotional intelligence, and managerial assistance in order to be effective. These results can be taken to argue that in a dynamic setting such as the F&B operations in a hotel, a well-organized complaint-management mechanism is not a luxury but a necessity to sustain the quality of the services. Therefore, the idea of service recovery is essential to the hospitality industry since it helps to convert operational errors into the benefits of enhancing customer relations and raising long-term performance.
[bookmark: _Toc213200474]2.2 Theory and Model of Service Recovery:
[bookmark: _Toc213200475]SERVQUAL Model:
One of the most influential models in measuring service quality was the SERVQUAL Model, which was created by Parasuraman et al, (1988). It is founded on the assumption that the service quality is a product of the difference between expectations of customers before they receive a service and how they perceive the services after the experience. It is a model with five serious dimensions: tangibility (physical facilities and employee presence), reliability (helpfulness in providing the assured service), flexibility (helpfulness and prompt service), and credibility (employee knowledge and courtesy and willingness to convey trust), and affection (empathy and personalised courtesy to customers).
[image: The SERVQUAL Model Source: Adopted from Parasuraman et al. (1988) |  Download Scientific Diagram]
Source: (Nautwima and Asa, 2022)
The researchers have extensively used SERVQUAL within the hospitality sector to determine the extent to which these dimensions determine guest satisfaction and loyalty. Indicatively, Alnaqbi and Abdallah, (2021) utilised the model to evaluate the alignment of employee behaviour and recovery activities with customer anticipations and found that systematic recovery processes can improve the perceived quality. Within the context of this work, the “SERVQUAL Model” offers a theoretical basis on which the extent to which the F&B department at “Holiday Inn Sunderland” is able to chance the opportunities of the guests in the context of handling their complaints with responsiveness, assurance, and empathy as part of service recovery can be assessed.
[bookmark: _Toc213200476]Service Recovery Paradox:
The other important theory is the Service Recovery Paradox (SRP), which can be used to explain why customers are occasionally more satisfied when they experience and solve a service failure than when the failure does not take place (McCollough et al., 2000). The paradox arises when recovery efforts surpass the expectations of the customers due to fairness, speed, and sincerity in communication. 
[image: Is the Service Recovery Paradox true for B2B relationships? – Deep-Insight]
Source: (Hoick.io Blog, 2024).
The SRP in the hospitality sector has been studied by researchers, including Magnini and colleagues, (2017) and Prentice and colleagues, (2023), who discovered that customers are more likely to feel better emotional commitment and loyalty to hotels when they receive feedback on their complaints and the responses are satisfactory. SRP is especially applicable in the hotel F&B sector, in which a failure of food service, including wrong orders or delays, may hurt customer perception rather quickly. Deliberation of such problems in a timely manner and in a compassionate manner can not only reinstate the confidence of the guest but can also make the guest trust the establishment even more. This study uses the SRP as a prism through which it is possible to grasp how efficient recovery efforts at the Holiday Inn Sunderland can convert bad experiences of dining into positives and make a guest more loyal and satisfied.
[bookmark: _Toc213200477]2.3 Employee Education and power in recovery:
Iqbal et al, (2023) investigated how leadership and the employee’s empowerment impact the service recovery effectiveness in the hotel business. The researchers used a structural equation model on the results of 280 hotel workers and discovered that psychological empowerment, trust towards a leadership, and group communication were good predictors of successful resolution of complaints. The authors implied that the hotels need to create an inclusive and learning culture in which the workers have the confidence to make their own decisions. Powerful staff would be better able to handle service failures to lower the number of escalations and enhance guest loyalty.
Zhou and Wang, (2024) confirmed these results and showed that the combination of empowerment and ongoing training results in the quantifiable improvement of guest satisfaction. Their research concluded that training reinforces the competence and empathy of employees to maintain consistency in the recovery actions. Moreover, Vallen and Vallen, (2014) and more recent studies by Ghasabeh et al, (2015) outlined that employee behaviour in complaint management is influenced by the leadership style, specifically, transformational and inclusive leadership. Leaders who are able to offer autonomy, feedback, and emotional support develop confidence within a team such that frontline employees are able to effectively respond to the service challenges.
Training and empowerment are two mutually reinforcing components when it comes to the success of complaint handling in the Food and Beverage department at the “Holiday Inn Sunderland”. The absence of formal power to act, as well as inconsistent feedback mechanisms, suggest a lack of theoretical best practices and a misalignment of theory and practice.
[bookmark: _Toc213200478]2.4 Technology in Complaint Management:
Al-Refaie et al, (2021) investigated the effect of digitalized complaint systems on improving efficiency and transparency in hotel operations. They found that the technology incorporation (Use of Property Management Systems (PMS) and Digital Complaint Logs (DCL) has a significant impact on resolving time and improved communication between departments. The authors reported that technology can be used to monitor complaints in real time, which makes the management notice the problems that are common in order to provide better training. Likewise, Ivanov and Webster, (2019) opined that service recovery with the help of automation and artificial intelligence is based on categorising complaints and identifying trends, which can be used in proactive problem-solving. It allows the management to examine service gaps in a systematic manner, an argument Johnston et al, (2012) had maintained that operational failures are converted into knowledge by use of feedback systems, which serve to reinforce performance in the future.
[bookmark: _Toc213200479]2.5 Customer Satisfaction and Loyalty:
The study by Lee et al, (2022) assessed the links between service recovery and online reputation management in hotels. Their results indicated that speedy and sensitive recovery efforts not only enhance guest satisfaction but also augment the positive commentary online. This analysis found that hotels with outlined recovery models had more chances of achieving a higher rating on sites like TripAdvisor. The authors concluded that in the digital era, proactive recovery measures are necessary to ensure brand image and customer trust.
Bhandari et al, (2022) also discovered that effective recovery provides a high degree of satisfaction that is a predictor of guest loyalty and positive word-of-mouth behaviour. They base their study on the Service Profit Chain Model (Heskett et al., 1994) that associates employee satisfaction and quality of service with customer retention. 
In the context of the Holiday Inn Sunderland, service recovery will not only serve to ensure immediate guest happiness, but will also decide long-term performance metrics such as customer loyalty, online reputation, and revenue growth. Therefore, the issue of complaint management and personnel empowerment is the key to the preservation of competitive edge in the mid-scale hospitality industry.
[bookmark: _Toc213200480]2.6 Research Gaps:
Though service recovery has been widely studied, gaps that are yet to be filled are still found. Firstly, the majority of the research centres around luxury hotels or mega global chains, and very little is said about mid-scale UK hotels such as Holiday Inn Sunderland. Second, there is limited empirical indication to demonstrate the link among the digital complaint system and service recovery performance in F&B departments. 
Third, although the role of training and empowerment has already been established, the joint effect of the two variables on real-time complaint resolution in high-pressure hospitality settings has not been examined. 
As a result, the study will help to fill these gaps by assessing the effectiveness of existing service recovery procedures utilised in Holiday Inn Sunderland's F&B department. It will focus on the intersection of training, empowerment, and technology in order to improve recovery outcomes and the guest’s satisfaction.
[bookmark: _Toc213200481]2.7 Conceptual Framework:
Using the literature studied, the conceptual framework below shows the connection among the important constructs found in this study:


Overall, this chapter has critically analysed the recent scholarly and industry research on the topics of service recovery, complaint management, and guest satisfaction. It showed that to recover well, the balance should be between the structured systems, empowering employees, treating them with empathy, and supporting them with technology. The limitation in existing literature, especially about mid-scale hotels in the UK, can be seen as the motivating force behind this research within the Holiday Inn Sunderland. The third chapter (Chapter 3: Methodology) will detail the research design, data collection method, and analytical methodologies that will be used to evaluate the effectiveness of service recovery initiatives in the F&B department. 

[bookmark: _Toc213200482]Chapter 3
[bookmark: _Toc213200483]3. Research Methodology
This chapter describes the research methods that will be employed to assess the performance of the service recovery strategy at the Holiday Inn Sunderland's Food and Beverage (F&B) operations. It describes the research strategy, methodology, and sample plan, data gathering tools, analysis method, and ethics. The methodology will help to make the study rigorous, ethical, and able to produce valid insights that can turn into reliable information that is applicable to the academic theory and the hospitality practice.
[bookmark: _Toc213200484]3.1 Research Design
The case study design was chosen because it enables an in-depth investigation of real-life behaviours in a specific organizational setting (Yin, 2018). To recognise the deployment of service recovery solutions in the F&B operations of an InterContinental Hotels Group (IHG) hotel, this study discusses one case, which is the Holiday Inn Sunderland. 
The quantitative research design was adopted to acquire measurable data from employees using a standardized questionnaire. Quantitative designs are useful when it is essential to determine the trends and correlation between large samples of participants (Saunders et al, 2019). In this concern, a survey will deliver a process through which the perception of the training, empowerment, communication, and service recovery practices among the employees will be quantified systematically. The findings will enable the comparison of theory (e.g., Justice Theory and SERVQUAL) and practical work in the hotel.
[bookmark: _Toc213200485]3.2 Research Approach:
The current study employs a deductive methodology whereby a set of predetermined theories is started with, and inferences relevant to testing are drawn (Bryman, 2021). The case study design was chosen because it enables a thorough evaluation of real-life behaviours in a specific organizational setting (Yin, 2018). This study examines the introduction of service recovery solutions in the F&B operations of an InterContinental Hotels Group (IHG) hotel, specifically the Holiday Inn Sunderland. 
The quantitative research design was utilise to collect measurable data from employees via a standardised questionnaire. Deductive reasoning is appropriate as it passes through general theory to a particular observation, which enables proving or modifying conceptual frameworks in a specific hospitality environment (Creswell and Clark, 2017).
[bookmark: _Toc213200486]3.3 Sample and Population of Interest:
The target group will include all the employees engaged in the F&B department of Holiday Inn Sunderland, and this will include the waiters, waitresses, supervisors, managers, and kitchen staff. These employees frequently communicate with guests and thus they have direct service recovery experience.
The research uses purposive sampling, which is a non-probability approach in which the respondents are selected on the basis of their suitability to the research goals (Etikan and Bala, 2017). They are limited to those who handle guest complaints or are part of recovery decisions.
It will target an expected number of 20-30 respondents. This size will allow representation of roles that are balanced and at the same time feasible within the 10 weeks of the placement. Despite its small size, the sample size is sufficient to be used in the context of the case study in terms of the descriptive and comparative analysis (Taherdoost, 2016).
The invitations will be offered to the employees of different shifts and positions to enhance representativeness. The managerial cooperation will be involved in providing logistical assistance, yet the participation will be voluntary to avoid pressure.
3.4 Method of Data Collection:
Primary Data
The structured questionnaire will have 14 closed-ended items on a 5-point Likert scale ("1 = Strongly Disagree and 5 = Strongly Agree"). The questionnaire will be divided into two sections:
Section A: Demographic information (position, years of working experience, and years of service).
Section B: Items that measure perceptions of the complaint-handling system, training sufficiency, management support, empowerment, technology use and service recovery effectiveness.
The instrument answers the questions of the research and objectives of the study, hence it is construct valid. The Likert scales are suitable for attitudinal data and the perceptions in service research (Joshi et al, 2015).

Secondary Data:
The secondary data will be gathered through academic journals, hospitality management books, industry reports, and IHG internal policy documents. These materials will put primary findings into perspective and assist in the triangulation of findings.
[bookmark: _Toc213200487]3.5 Data Analysis:
Data will be analysed using a quantitative descriptive approach. Using Microsoft Excel, the results would be coded and analysed to generate:
Frequencies and percentages of the two questions and general trends.
The power and dispersion of the perceptions are determined through the standard deviation and the mean.
Cross-staff role versus empowerment level cross-tabulations (i.e., between staff role and empowerment level) to detect group differences.
Cronbach alpha will be used to determine the similarity of related items in cases where similarity is necessary.
Besides, a thematic analysis would be applied to the open-ended responses to provide qualitative information concerning the experience of the staff. The qualitative results will serve as an extension of the quantitative results because they will extract the causes of the perceptions.
Findings will subsequently be compared with the themes and theoretical frameworks located in the literature on Chapter 2 (Justice Theory, SERVQUAL, and SRP), which will assist the study to confirm or reject the current academic assumptions regarding service recovery relating to the hospitality industry.
[bookmark: _Toc213200488]3.6 Ethical Considerations:
This research is founded on the ethical integrity, which was accepted by the UWTSD Research Ethics Committee. The following are the observed principles:
Informed Consent: The study will offer participants with a Participant Information Sheet outlining the study's objectives, procedures, and opportunity to withdraw. Data will be collected with written consent.
Voluntary Participation: The participation is voluntary and will not make any difference whether one decides to refuse or withdraw.
Anonymity and Confidentiality: The questionnaire does not require gathering any identifiable data (names, employee identification numbers, and contacts). The data will be grouped in order to avoid tracing answers to persons.
Data Protection: The study will offer participants with a Participant Information Sheet outlining the study's objectives, processes, and opportunity to withdraw. Data will be collected with written consent.
The management of the Holiday Inn Sunderland gave formal consent to undertake the staff survey in the Food and Beverage department of the hotel. The written approval email is found in Appendix B.
Academic Use Only: Data will only be applied to academic purposes in this dissertation.
These ethical considerations will make the study comply with the UWTSD Research Ethics and Integrity Policy, (2024) and the General Data Protection Regulation, (GDPR, 2018). 
[bookmark: _Toc213200489]3.7 Hypothesis:
H₀: There is no significant relation among the strategies of service recovery and customer satisfaction within the F&B department of Holiday Inn Sunderland.
H₁: There is a significant relation among the strategies of service recovery and customer satisfaction within the F&B department of Holiday Inn Sunderland.
[bookmark: _Toc213200490]3.8 Limitations of the Study:
Although this study has been planned heavily, it has inherent limitations:
Single Case Limitation: The results are unique to the Holiday Inn Sunderland and might not be applicable across all hotels and brands.
Small Sample Size: 20-30 participants do not allow conducting any sophisticated statistical tests; nevertheless, it is suitable in exploratory, practice-based studies.
Time Constraints: 10-week placement limits the time of collection of data and analysis, and this may limit longitudinal observations.
Response Bias: This is a risk whereby staff will answer positively out of organisational loyalty, but anonymity and voluntary participation will reduce such chances.
These shortcomings are recognised, and other measures like data-source triangulation and proper operationalisation of the variables increase study credibility and reliability.
Overall, the proposed study uses a deductive, case-based, and quantitative approach to investigating the efficiency of strategies in service recovery in the F&B department of Holiday Inn Sunderland. It is possible to conduct a quantitative assessment of the staff perceptions by applying a structured questionnaire and comparing the results against a known theory, like Justice Theory and SERVQUAL. The design provides ethical integrity, practical relevance, and theoretical rigour, which is a strong basis of data analysis and interpretation in Chapter 4.
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[bookmark: _Toc213200492]4. Data Analysis and Discussion
The chapter outlines and discusses the data collection procedure, which was constructed on a questionnaire distributed to employees of Holiday Inn Sunderland's F&B division. The analysis seeks to evaluate the achievement of service recovery solutions, the problems experienced by staff, and the effects of empowerment, training, and communication on recovery performance and customer satisfaction. The findings are presented using descriptive statistics (frequency, percentages, and mean scores) and are discussed in light of the research objectives and theoretical frameworks outlined in prior chapters.
[bookmark: _Toc213200493]4.1 Descriptive Statistics:
These findings are summarised in the following overview of descriptive statistics:
Quantitative data can be summarised and interpreted using descriptive statistics, to give measures of central tendency (mean, median, and the mode) and methods of dispersion (“standard deviation, variance, range, skewness and kurtosis”). 
	Strongly Agree
	 
	Agree
	 
	Neutral
	 
	Disagree
	 
	Strongly Disagree
	 

	
	
	
	
	
	
	
	
	
	

	Mean
	9
	Mean
	15.571429
	Mean
	3.714285714
	Mean
	0.428571
	Mean
	4.142857

	Standard Error
	2.8867513
	Standard Error
	2.2131333
	Standard Error
	1.040015698
	Standard Error
	0.297381
	Standard Error
	4.142857

	Median
	6
	Median
	18
	Median
	2
	Median
	0
	Median
	0

	Mode
	3
	Mode
	18
	Mode
	2
	Mode
	0
	Mode
	0

	Standard Deviation
	7.6376262
	Standard Deviation
	5.8554004
	Standard Deviation
	2.751622898
	Standard Deviation
	0.786796
	Standard Deviation
	10.96097

	Sample Variance
	58.333333
	Sample Variance
	34.285714
	Sample Variance
	7.571428571
	Sample Variance
	0.619048
	Sample Variance
	120.1429

	Kurtosis
	-0.377006
	Kurtosis
	-0.6106528
	Kurtosis
	-1.05211819
	Kurtosis
	2.360947
	Kurtosis
	7

	Skewness
	1.0652525
	Skewness
	-0.9437157
	Skewness
	0.885926575
	Skewness
	1.759815
	Skewness
	2.645751

	Range
	19
	Range
	15
	Range
	7
	Range
	2
	Range
	29

	Minimum
	3
	Minimum
	6
	Minimum
	1
	Minimum
	0
	Minimum
	0

	Maximum
	22
	Maximum
	21
	Maximum
	8
	Maximum
	2
	Maximum
	29

	Sum
	63
	Sum
	109
	Sum
	26
	Sum
	3
	Sum
	29

	Count
	7
	Count
	7
	Count
	7
	Count
	7
	Count
	    7



The descriptive analysis indicated that the most overwhelming majority of respondents had positive perception of the service recovery practices in Holiday Inn Sunderland, and the responses fell under two clusters, that is, Agree (Mean = 15.57) and Neutral (Mean = 15.57). This is a pointer of the fact that employees will often feel that recovery systems are present but they concur that they can still do more.
Central Tendencies and the Variability:
The variability of the incumbent responses (SD = 7.63 of strongly agree) suggests that the levels of employees possess varying perceptions, which the author of Yavas et al, (2003) also observed by creating a hierarchical influence of the role on the complaint management perception. The existence of minimal levels of disagreement promotes certainty concerning the managerial support and fairness.
Distribution Pattern
The skewness and kurtosis are negative, indicating the centralisation of agreement; there was uniformity in the respondents, and this fact is also reflected by Kau and Loh, (2006), who established a positive recovery experience that was correlated with uniformity in staff attitudes in the hospitality industry.
Interpretation:
The outcomes are congruent with the Justice Theory and SERVQUAL, which established fairness, responsiveness, and training as highly influential to satisfaction. The validity of this finding is supported by similar research (Johnston et al., 2012; Vallen and Vallen, 2014) and proves that service recovery rates are higher in the presence of empowerment and formal complaint systems.
Service Recovery Model:
[image: ]
Fig: 4.1
The figure 4.1 model reveals that there are five dimensions on which the quality of service is grounded. The findings of the study showed that the most appreciated staff values were responsiveness and empathy, implying that the hotel service recovery practices are in line with the SERVQUAL model since they involve responding to the complaints of the guests swiftly and in a caring manner.
Demographic Overview
Among all of the 30 questionnaires mailed, 29 were returned, and, therefore, there was a 90 percent response rate, which is satisfactory in terms of the workplace-based quantitative research (Saunders et al, 2019).
[bookmark: _Toc213200494]4.2 Section A: Background Information:
1. Your current position In Hotel:
The following are the outcomes of the result:

Graph: 4.1
The majority of the respondents (19 out of 29) were waiters or waitresses (around 66 percent of the entire sample); 5 managers (17 percent); 3 kitchen staff (10 percent); and 2 supervisors (7 percent) were also represented. This spread shows that most feedback comes from frontline service employees, who come into direct contact with guests and are therefore most conversant with complaint handling and recovery practices.
2. The length of the experience in the hospitality industry:
The following are the outcomes of the result:

Graph 4.2
Concerning the experience in the hospitality industry, the highest proportion (16 respondents, 55%) indicated that they had 2–3 years of experience, whereas 7 (25) and 3 (11) years of experience, respectively. Such a combination of relatively to very experienced workers indicates that respondents have sufficient knowledge of the industry to be able to assess the efficiency of service recovery in the correct way.
3. The Length of service at the hotel "Holiday Inn Sunderland":
The results are as follows:

Graph 4.3
When it comes to the length of service in Holiday Inn Sunderland, 12 of the respondents (41 percent) worked 2-3 years, and 9 respondents (31 percent) worked 4-5 years, so that the majority of the employees had adequate exposure to internal policies and training systems.
4. Have you been trained formally on handling complaints or service recovery?
The following are the outcomes of the result:

Graph 4.4
Lastly, 27 respondents (93 percent) answered yes to the question on whether training on how to handle complaints in a formal manner was provided, whereas 2 respondents (7 percent) responded no. This large percentage proves that the service recovery training is firmly embedded into the hotel operation system, as it aligns with Vallen and Vallen, (2014), who state that efficient complaint training development enhances consistency and customer satisfaction. Nevertheless, the small minority of untrained people lays an emphasis on the possible skills gap, and thus it might result in discrepancies in the approach to service failures.
Generally, these demographic findings affirm that the sampled individuals are best placed to give valid information about the effectiveness of the hotel in offering service recovery since they are frontline staff with experience and high levels of training.
Section B:
This part gives the outcome of Section B of the questionnaire, which investigated the perception of employees about service recovery systems, training, empowerment, communication, and overall effectiveness of complaint handling in the F&B department of the Holiday Inn Sunderland. The 5-point Likert scale (“1 = Strongly Disagree to 5 = Strongly Agree”) was utilise to quantity all of the responses.
1. “The hotel has a clear and consistent system for handling guest complaints in the F&B operations.”
The following are the outcomes of the result:

Graph 4.5
Most of the respondents (31% strongly agree, 62% agree) affirmed that the hotel has a clear and consistent system of dealing with the complaints of guests, with only 7% not taking sides. This indicates that the F&B department has a proper procedure for complaints that is in line with the service standard of IHG. The finding is in line with that of Johnston and Michel (2008), who argued that a formalised complaint mechanism enhances reliability and accountability in service recovery.
2. “I have undergone sufficient training on how to handle complaints of guests.”
The following are the outcomes of the result:

Graph 4.6
Majorities of employees (72% agree, 21% strongly agree) said that they have received adequate training in complaint management, with 7% of them being neutral. This indicates that training has become a part of the operational culture of the organisation. These results are consistent with those of Vallen and Vallen, (2014), who emphasized that the quality of service recovery could be maintained only through continuous training. Nonetheless, the low neutral percentage indicates that the refresher courses may increase uniformity.
3. “Management offers guidance and support on time when handling a complaint.”
The following are the outcomes of the questionnaire that are shown in graph:

Graph 4.7
Almost all the respondents (59% strongly agree, 31% agree) recognised that the management supports in a timely manner in the process of complaint handling. This portrays a good leadership presence that makes employees approach matters with confidence. This outcome is in line with Yavas et al, (2003) who concluded that supervision support enhances confidence and problem-solving of employees in recovery contexts.
4. “I have the authority to make quick decisions to address the problems of guests.”
The following are the outcomes of the questionnaire that are shown in graph:

Graph 4.8
There was a 10% strongly agree and 62% agreed on whether they had a decision-making authority, and 24% were neutral. It implies that there is some level of empowerment, but discretion among staff is minimal. Hart et al, (1990) observe that empowerment is essential in immediate recovery, and its absence may likely slow service responses. It is also the outcome of the Justice Theory, where procedural fairness is based on the capacity of the employees to make just and timely decisions.
5. It would be more efficient with technology or a digital complaint log to handle complaints.
The following are the outcomes of the questionnaire that are shown in graph:

Graph 4.9
Approximately 55 percent and 10 percent strongly agreed that efficiency would be enhanced as a result of using a digital complaint system, whereas 28 percent were neutral and 7 percent disagreed. These findings are a pointer to openness to technology adoption, but on the other hand, they show the need for training on digital tools. The reflection is in line with Johnston et al, (2012), that explain that technological solutions help in improving the accuracy and speed of service recovery.
6. Service recoveries (apologies, replacement, discounts) are fair and appropriate:
The following are the outcomes of the questionnaire that are shown in graph:

Graph 4.10
Only 3% perceived that service recoveries (apologies, replacements, discounts) were unfair and inappropriate, as 82 percent agreed with that, and 10 percent strongly agreed. This contributes to the aspect of distributive justice in the Justice Theory to establish that the employees consider the results as just and proportional to the problems of guests (Blodgett et al, 1997).
Justice Theory in Service Theory:
Distributive Justice
Procedural Justice
Interactional Justice 
Customer Satisfaction







Figure 4.2
This theory is used to explain the effects of fairness in payment (distributive), transparent systems (procedural), and respectful communication (interactional), all of which affect customer satisfaction. This theory is proved by the findings, whereby employees were convinced that fair recoveries and prompt assistance by the management enhanced guest satisfaction.
7. Good management of complaints enhances customer satisfaction:
The following are the outcomes of the questionnaire that are shown in graph:

Graph 4.11
An elevated level, 76% strongly agree, 21% agree, attests that proper management of complaints positively improves customer satisfaction. This is an expression of mutual agreement that effective recovery brings about allegiance and word-of-mouth. The finding contributes to the Service Recovery Paradox (SRP) of guest satisfaction increasing following the recovery to be managed (Magnini et al., 2017).
Service Recovery Paradox:

Figure: 4.2
The figure 4.2 shows the service recovery paradox (MacCollouge et al, 2000). According to this model, when a service failure is recovered, the customers can be happier than when a service failure does not take place. The employee responses that indicate that good recoveries help to boost repeat visitors confirm the Service Recovery Paradox in the Holiday Inn Sunderland scenario. 
8. Good service recoveries would make guests revisit the hotel.
The following are the outcomes of the questionnaire that are shown in graph:

Graph 4.12
There is a massive 79 percent who strongly agree and 17 percent that good recovery practices enhance guest faithfulness and repeat business. This shows that the employees are conscious of the strategic effect of recovery on retention. The outcome is analogous to Tax et al. (1998), who discovered that the intention of guests to repurchase increases with the presence of equitable and empathetic complaint management.
9. The quality of service recovery is enhanced by continuous training and feedback.
The following are the outcomes of the questionnaire that are shown in graph:

Graph 4.13
The majority (59% strongly agree, 38% agree) of the respondents admitted that continuous training and feedback enhance the quality of service recovery. This demonstrates that regular learning results in proficiency and consistency of services.  Sustained service improvement is guaranteed by continuous feedback loops (Vallen and Vallen, 2014).
11: The effectiveness of service recovery would be improved by better communication between departments.
The following are the outcomes of the questionnaire that are shown in graph:

Graph 4.14
The overwhelming answer (66% strongly agreed, 34% agreed) was that interdepartmental communication was essential to proper recovery. There was unanimity about the need to have a team effort between the kitchen, front office, and F&B employees. This confirms Tax et al. (1998) and Johnston et al, (2012), who proposed that efficient internal coordination results in prompt response to complaints.
12. Rewarding employees who respond to complaints positively encourages improved performance.
The following are the outcomes of the questionnaire that are shown in graph:

Graph 4.15
Everyone answered in the affirmative (52% strongly agree, 48% agree) that the idea of rewarding the staff when they do the right thing and respond positively to complaints is more motivating and results in better enactment. This observation is consistent with the theory of “Herzberg's Motivation-Hygiene” (1959), which says that gratitude serves as an essential factor in motivating employees and making them work toward service excellence.
13. Digital system of complaints recording will enhance the recovery process.
The following are the outcomes of the questionnaire that are shown in graph:

Graph 4.16
There was a great level of agreement, with 79 percent strongly agree and 21 percent agree, which reflects the fact that employees have full support for digital complaint recording. This indicates the willingness to undergo digital change, which is in line with Harrison and Ho, (2021), who discovered the ease of use of online feedback platforms in tracking service recovery and trend analysis.
14. Generally, the service recovery plans in the F&B department of the hotel work.
The following are the outcomes of the questionnaire that are shown in graph:

Graph 4.17
Finally, 31 and 69 percent of the questionnaire participants strongly agree or agree that the service recovery measures in the F&B department are effective.
None of the respondents provided an opinion to the contrary, as employees consider the existing systems as well-organized and operating efficiently. This observation indicates the reliability and assurance aspects of SERVQUAL, since it indicates that the hotel recovery practices have been effective in providing confidence in both the employees and consumers.
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 TO calculate the Cronbach’s Alpha; take a value of Row’s MS: 612.5769231 and value of error: 25.97692308. Then apply the formula 1- (Rows- Errors). Then get the Alpha = 0.9575
The Alpha value of Cronbach = 0.957 is very high, which shows that there is high internal consistency of the questionnaire items. This supports the fact that the survey tool could be considered as valid in the measurement of the perceptions of service recovery effectiveness of employees within the F&B department.
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[bookmark: _Toc213200497]Conclusion and the Recommendations
[bookmark: _Toc213200498]5.1 Findings Result Summary:
A good number of service failures are never reported in writing but processed verbally. Numerous service failures are sorted out through oral means instead of being formal. Such a reactive strategy deprives the management of recognizing repetitive service problems and learning and process optimization options. Repeated operational mistakes and poor organisational learning are a result of informal complaint handling as Rahman et al, (2025) posit.
The second observation was a lack of empowerment of frontline employees. It is true that even though the majority of the employees said that they had certain powers to exercise, many of them were unsure of their boundaries in decision-making. This fear and uncertainty of the policy usually slows recovery measures, as employees rely on the approval of the managers. Hart et al, (1990) and Iqbal et al., (2023) pointed out that empowerment would be critical to the swift and equitable resolution of complaints because it would promote initiative and responsibility.
The third result concerned the gaps in training. Although 93% of the employees affirmed that they had undergone complaint-handling training, most of them complained that they hardly had follow-up or refresher training. Consistency, empathy, and quality in service provision, as Vallen and Vallen, (2014) emphasised, are guaranteed through continuous training.
One more important theme was a positive approach to digital complaint systems. About 79 percent of the employees were highly in support of the introduction of the Digital Complaint Log (DCL) as a means of recording and reviewing guest complaints. This is an indicator that it is prepared to undergo digital transformation, and it coincides with Johnston et al, (2012) whose study established that digital feedback systems increase accountability and efficiency.
Lastly, there were communication and coordination problems. The teams (F&B, kitchen, and management) did not have a structured communication despite the importance placed on teamwork. According to Walker, (2021), internal communication helps to avoid mistakes that happen repeatedly and enhances coordination.
Overall, the analysis concludes that, despite being committed to the satisfaction of guests, Holiday Inn Sunderland has a partly reactive recovery strategy. The absence of documentation, the clarity of empowerment, and continuous training limit active improvement and consistency of operations.
5.2 Conclusions
Incorporating the theories of Justice, “SERVQUAL”, and “the Service Recovery Paradox (SRP),” the study concludes that the service recovery system employed by the F&B department is operative and underdeveloped.
Semi-efficacy of Recovery Strategy:
The existing recovery system has basic functionality but is not structured. The workers are fair and empathetic, yet the aspect of responsiveness and reliability (the critical dimensions of SERVQUAL) cannot be considered high because of the lack of a formal complaint tracking and authority delegation system.
Training Gap:
 Lack of training influences the speed of recovery. Managerial dependence also leads to frustration with the perceived fairness of guests due to delays. According to Justice Theory, procedural fairness and timeliness are key elements in satisfaction, and hence regular training and clear empowerment are required.
Communication Limitations:
Co-coordination between the departments is critical to a smooth recovery. But the lack of periodic meetings/feedback limits the sharing of information. According to Johnston and Michel, (2008), communication systems transform the complaints into organisational learning, which is currently missing.
Leadership and Structure:
Management support is informal, even though it is present. No systematic follow-ups and regular reviews of complaint data are present. Leadership initiatives ought to be transformed into proactive supervision in place of reactive supervision.
Being ready for digitalisation:
Employees are very willing to undergo digital transformation. To enhance consistency, tracking, and accountability, a Digital Complaint Log (DCL) would be the preferred choice, which aligns with Ivanov and Webster, (2019), who stressed that technology would help to improve efficiency and transparency in recovery.
[bookmark: _Toc213200499]5.3 Recommendations:
Judging by the results and relying on the scholarly theories, the following recommendations can be suggested:
Recommendation Reason (Academic/ Operational):
Use a Digital Complaint Log (DCL): Johnston et al. (2012) observe that the digital systems turn complaints into learning. A DCL allows monitoring, evaluation, and responsibility, which leads to a proactive change.
Implementation Feasibility: It can be created on the basis of the current property management system that is used by the hotel at the minimum possible cost, and the implementation process can last 2-3 months.
Have Monthly Complaint-Handling Workshops: Conducting a constant learning process will improve the quality of the service (Vallen and Vallen, 2014). Best practices can be reinforced and real-life cases reviewed during frequent workshops. Implementation Feasibility: Inexpensive and simple to carry out as a component of monthly employee gatherings. Every session would last approximately an hour. 
Hold Daily Meetings on Trends of Complaints: Walker, (2021) points out that brief meetings enhance coordination. Communication and team awareness are encouraged by updates that happen every day.
Feasibility of Implementation: No extra cost, can be incorporated into daily shift briefings at once.
Establish Empowerment Rules: According to Hart et al, (1990) the empowerment facilitates faster recovery. They have clear boundaries of authority so that employees can make prompt decisions with a lot of confidence. Set up Empowerment Policies:
Implementation Feasibility: This needs short-term training of staff and managerial approval. Implementable in less than one month. 
Develop a Reward and Recognition Programme. Yavas et al, (2003) discovered recognition is a motivator of proactive service behaviour. Rewards enhance motivation and customer customer-first culture.
Feasibility of Implementation: Medium in terms of cost, and is integral with the HR system. Can be implemented in two months.
These actions are connected to each other. A DCL gives the correct information to workshops and briefings, whereas engagement is encouraged via empowerment and recognition. Combined, they enhance the SERVQUAL aspects of reliability, responsiveness and empathy, which enhances satisfaction and loyalty.
[bookmark: _Toc213200500]5.4 Contribution to Knowledge:
The research contributes to service recovery research both academically and practically.
It is scholarly and proves the interconnection of training, empowerment, and digital systems in determining recovery performance. It confirms Justice Theory and SERVQUAL in an actual mid-scale hotel in the UK, which has not been comprehensively studied in hospitality literature. It is also a continuation of “the Service Recovery Paradox,” which demonstrates that recovery is a constructive process that promotes negative experiences to become loyalty-forming.
In practice, it provides a strategic concept that Holiday Inn Sunderland and other hotels can use to build service recovery. Managers can improve efficiency and guest satisfaction through the application of digital tools, empowerment, and ongoing training. The study thus adds to addressing the gap between theory and practice by demonstrating that empowered personnel assisted by technology achieve better recovery outcomes.
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Questionnaire:
“An Investigation into the Effectiveness of Service Recovery Strategies in Food and Beverage Operations: A Case Study of Holiday Inn Sunderland.”
Participants Information:
This questionnaire will be designed to investigate how well service recovery strategies work in the Food and Beverage (F&B) department at Holiday Inn Sunderland.
All the answers are confidential and will not be used for any purpose other than academic purposes.
Indicate an option that best reflects your opinion.
Section A: Background Information:
1. Your current position In Hotel:
☐ Waiter/Waitress ☐ Supervisor ☐ Manager ☐ Kitchen Staff ☐ Other
2. The length of the experience in the hospitality industry:
☐ 1 year ☐ 2–3 years ☐ 4–5 years ☐ More than 6 years.
3. The Length of service at the hotel "Holiday Inn Sunderland":
☐ 1 year ☐ 2–3 years ☐ 4–5 years ☐ More than 6 years.
4. Have you been trained formally on handling complaints or service recovery?
☐ Yes ☐ No
Section B:
2. The hotel has a clear and consistent system for handling guest complaints in the F&B operations.
1: ☐ Strongly Disagree 2: ☐ Disagree 3 ☐ Neutral 4 ☐ Agree 5 ☐ Strongly Agree.
3. I have undergone sufficient training on how to handle complaints of guests.
1: ☐ Strongly Disagree 2: ☐ Disagree 3 ☐ Neutral 4 ☐ Agree 5 ☐ Strongly Agree
4. Management offers guidance and support on time when handling a complaint.
1: ☐ Strongly Disagree 2: ☐ Disagree 3 ☐ Neutral 4 ☐ Agree 5 ☐ Strongly Agree
5. I have the authority to make quick decisions to address the problems of guests. 
1: ☐ Strongly Disagree 2: ☐ Disagree 3 ☐ Neutral 4 ☐ Agree 5 ☐ Strongly Agree
6. It would be more efficient with technology or a digital complaint log to handle complaints.
1: ☐ Strongly Disagree 2: ☐ Disagree 3 ☐ Neutral 4 ☐ Agree 5 ☐ Strongly Agree
7. Service recoveries (apologies, replacement, discounts) are fair and appropriate
1: ☐ Strongly Disagree 2: ☐ Disagree 3 ☐ Neutral 4 ☐ Agree 5 ☐ Strongly Agree.
8. Good management of complaints enhances customer satisfaction.
1: ☐ Strongly Disagree 2: ☐ Disagree 3 ☐ Neutral 4 ☐ Agree 5 ☐ Strongly Agree.
9. Good service recoveries would make guests revisit the hotel.
1: ☐ Strongly Disagree 2: ☐ Disagree 3 ☐ Neutral 4 ☐ Agree 5 ☐ Strongly Agree.
10. The quality of service recovery is enhanced by continuous training and feedback.
1: ☐ Strongly Disagree 2: ☐ Disagree 3 ☐ Neutral 4 ☐ Agree 5 ☐ Strongly Agree
11. The effectiveness of service recovery would be improved by better communication between departments.
1: ☐ Strongly Disagree 2: ☐ Disagree 3 ☐ Neutral 4 ☐ Agree 5 ☐ Strongly Agree.
12. Rewarding employees who respond to complaints positively encourages improved performance.
1: ☐ Strongly Disagree 2: ☐ Disagree 3 ☐ Neutral 4 ☐ Agree 5 ☐ Strongly Agree.
13. Digital system of complaints recording will enhance the recovery process.
1: ☐ Strongly Disagree 2: ☐ Disagree 3 ☐ Neutral 4 ☐ Agree 5 ☐ Strongly Agree.
14. Generally, the service recovery plans in the F&B department of the hotel work.
1: ☐ Strongly Disagree 2: ☐ Disagree 3 ☐ Neutral 4 ☐ Agree 5 ☐ Strongly Agree.
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Ethical Approval:
The evidence of ethical approval is an email approval of the staff survey by the Holiday Inn Sunderland management, which is provided below. 
Dear Kamrul,
Thank you for your email and for providing the details of your research proposal.
Yes, that is fine with us. We are happy to grant permission for you to conduct your research within the Holiday Inn Sunderland, in relation to your study titled “An Investigation into the Effectiveness of Service Recovery Strategies in Food and Beverage Operations: A Case Study of Holiday Inn Sunderland.”
Please ensure that all research activities are conducted with minimal disruption to hotel operations and in line with the confidentiality and ethical guidelines outlined in your letter.
We wish you the very best with your study and look forward to seeing the findings once your research is complete.
Sincerely, 
Patrick Mcilduff
Operations Manager 
Holiday Inn Sunderland







Staff Training


Empowerment 


Communication 


Service Recovery Effectiveness 


Organisational Performance


Guest Satisfaction


Service Failure


Effective Recovery


Higher Customer Satisfication


Customer Loyalty


Position 


Waiter/Waitress	Supervisor	Manager	Kitchen Staff	0.65517241379310343	6.8965517241379309E-2	0.17241379310344829	0.10344827586206896	

Length of Hospitality Experience


1 year	2–3 years	3 year	4–5 years	More than 6 years	3.4482758620689655E-2	0.55172413793103448	6.8965517241379309E-2	0.2413793103448276	0.10344827586206896	

"Length of Service at Holiday Inn Sunderland"


1 year	2–3 years	3 year	4–5 years	More than 6 years	3.4482758620689655E-2	0.41379310344827586	6.8965517241379309E-2	0.31034482758620691	0.17241379310344829	

Complaint Handling Training Received


Yes	No	0.75862068965517238	0.2413793103448276	

Clear System for Handling Guest Complaints


Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	0.31034482758620691	0.62068965517241381	6.8965517241379309E-2	0	0	

Sufficient Training 


Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	0.20689655172413793	0.72413793103448276	6.8965517241379309E-2	0	0	

Offers Timely Guidance and Support


Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	0.58620689655172409	0.31034482758620691	6.8965517241379309E-2	0	0	

Authority to Make Quick Decisions 


Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	0.10344827586206896	0.62068965517241381	0.2413793103448276	0	0	

Technology or a Digital Complaint Log 


Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	0.10344827586206896	0.55172413793103448	0.27586206896551724	6.8965517241379309E-2	0	

Service Recoveries 


Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	0.10344827586206896	0.72413793103448276	0.13793103448275862	3.4482758620689655E-2	0	

Good management of Complaints Enhances Customer Satisfaction


Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	0.75862068965517238	0.20689655172413793	3.4482758620689655E-2	0	0	

Good Service Recoveries 


Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	0.7931034482758621	0.17241379310344829	3.4482758620689655E-2	0	0	

Quality of Recovery 


Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	0.58620689655172409	0.37931034482758619	3.4482758620689655E-2	0	0	

Better interdepartmental Communication Improves Recovery 


Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	0.65517241379310343	0.34482758620689657	0	0	0	

Rewarding staff who handle complaints well improves performance 


Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	0.51724137931034486	0.48275862068965519	0	0	0	

Digital Complaint Recording 


Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	0.7931034482758621	0.20689655172413793	0	0	0	

Service Recovery in the F&B Department 


Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	0.31034482758620691	0.68965517241379315	0	0	0	
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