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[bookmark: _Toc200642716]ABSTRACT
This study explores the relationship between emotional intelligence (EI) and proactive problem-solving in shaping service recovery and enhancing guest satisfaction in a branded hospitality context. The study employs a reflective case study approach to examine the operational practices observed during a 10-week placement at DoubleTree by Hilton Bristol North, a mid-scale full-service hotel that is part of the Hilton Worldwide group.
The aim of this study was to investigate the ways in which frontline and food and beverage staff employ emotional regulation, empathy, and initiative to address guest concerns and alleviate service failures. This project thoughtfully examines the role of soft skills in fostering effective service recovery, enhancing guest retention, and promoting operational learning.
A review of the existing literature indicates that emotional intelligence is increasingly acknowledged as an essential skill for hotel personnel, especially in situations involving service recovery where emotional effort is necessary. The theoretical framework integrates Goleman's model of Emotional Intelligence with theories of service recovery and the principles of reflective practice as articulated by Kolb, Gibbs, and Schön. It also incorporates models of customer satisfaction and strategies for resolving conflicts.
The study utilises a qualitative reflective case study approach, drawing on placement experience logs and observations as its foundation. The information gathered from self-reflection, when cross-referenced with secondary academic and industry sources, allows for an examination of how emotional intelligence and proactive responses are expressed in actual hotel scenarios.
The findings highlight four key themes in service recovery: (1) empathetic responses to guest errors, (2) addressing disappointment stemming from unmet service expectations (such as absent amenities or booking mistakes), (3) handling interpersonal conflicts and billing misunderstandings, and (4) the significance of training and team culture in fostering emotionally intelligent reactions. These scenarios illustrate the ways in which staff members, possessing emotional awareness, effectively de-escalate conflict and transform negative experiences into memorable interactions centred around the guest.
The conversation underscores the disparity between formal education and practical problem-solving in real-world scenarios, stressing the importance of having service recovery protocols that are both structured and adaptable. The analysis also highlights various organisational obstacles, including time constraints, inconsistent communication between departments, and a lack of dietary awareness, which hinder the delivery of effective services.
Important findings highlight the positive relationship between emotionally intelligent behaviour and guest satisfaction, the significance of proactive problem-solving in averting the escalation of complaints, and the necessity for ongoing professional development in emotional skills.
The research suggests implementing improved emotional intelligence training, conducting daily service briefings aimed at anticipating guest needs, and establishing communication platforms across departments to assist staff during high-pressure scenarios. It also recommends the establishment of recovery protocols focused on the guest experience, along with proactive assessments of stock and services to minimise avoidable service errors.
This project leverages both literary sources and personal experiences to provide valuable insights into how soft skills can be effectively integrated into hospitality service recovery strategies. It presents practical recommendations aimed at enhancing guest service in comparable hotel settings.
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[bookmark: _Toc200642719]Background and Context

The hospitality industry is essentially a service-driven field where emotional effort, effective communication, and the ability to resolve issues are crucial in influencing the experiences of guests. In branded hotel settings such as DoubleTree by Hilton Bristol North, the process of service recovery, referring to the measures implemented by staff to address service shortcomings, plays a vital role in upholding guest satisfaction, fostering loyalty, and ensuring operational excellence (Barlow and Moller, 2025). Emotional intelligence (EI) has become an essential skill for frontline employees, allowing them to effectively handle emotionally charged situations, foster connections, and address guest dissatisfaction with both empathy and professionalism (Goleman, 2025; Salovey and Mayer, 2025).

Throughout my 10-week placement at DoubleTree by Hilton Bristol North, I had the opportunity to observe and engage in various service recovery interactions within the Front Office and Food & Beverage departments. These experiences demonstrated that a proactive approach to problem-solving, paired with emotional awareness, effectively mitigated complaints and transformed negative situations into positive outcomes for guests. The authors emphasised the operational constraints and underscored the significance of collaboration across departments in ensuring a uniform approach to guest service recovery.










[bookmark: _Toc200642720]Research Aim and Objectives

This study primarily seeks to explore how emotional intelligence and proactive problem-solving contribute to service recovery scenarios in the context of a branded hotel setting. This study aims to investigate the impact of soft skills on guest satisfaction and the outcomes of frontline service, drawing on real placement reflections as empirical evidence.

[bookmark: _Toc200642721]Objectives:

· To evaluate how emotional intelligence influences guest recovery interactions in front office and F&B operations.
· To assess the role of proactive problem-solving in addressing service failures.
· To explore the relationship between emotionally intelligent service behaviours and guest satisfaction outcomes.
· To propose practical recommendations for enhancing staff training and service protocols based on reflective insights.













[bookmark: _Toc200642722]Research Rationale

Even with the numerous customer service frameworks at our disposal, hospitality operations still encounter difficulties in delivering consistent service recovery. Today’s guests anticipate not just efficiency but also a genuine emotional connection from those providing services (Harvard Business Review, 2025). Service disruptions, including billing errors, room misallocations, food service issues, or unmet expectations, frequently necessitate immediate responses. Employees who struggle with emotional regulation or do not take the initiative may inadvertently diminish the quality of guest experiences (Bradberry and Greaves, 2025).

This research holds significant importance for the DoubleTree brand, known for its commitment to "hospitality from the heart." It also addresses industry-wide demands for enhancing soft skills and psychological competencies within hospitality training (PwC, 2025; CIPD, 2025). This research employs a reflective case study to connect theoretical concepts with real-life experiences, providing insights that are valuable in both practical and academic contexts.

[bookmark: _Toc200642723]Case Study Overview: DoubleTree by Hilton Bristol North

The DoubleTree by Hilton Bristol North is a midscale hotel conveniently situated in proximity to significant business parks and the city centre of Bristol. As part of Hilton Worldwide, this establishment caters to both corporate and leisure travellers, renowned for its signature "warm cookie welcome" and commitment to personalised service (Hilton Worldwide, 2025). The hotel offers a total of 161 rooms, along with a conference centre, a leisure club, and comprehensive restaurant and bar services. Throughout my placement, I focused mainly on morning shifts within the Front Office and Food & Beverage departments, which allowed me to understand the daily operational challenges and the processes involved in service recovery.

[bookmark: _Toc200642724]Chapter 2 – Literature Review

[bookmark: _Toc200642725]2.1 Introduction to Emotional Intelligence in Hospitality

Emotional Intelligence (EI) refers to the capacity to recognise, manage, and assess emotions in oneself and in others (Salovey and Mayer, 2025). In the hospitality sector, this competency is essential for frontline service, particularly in emotionally charged situations that often arise, including complaints, unmet expectations, and service disruptions. Goleman (2025) outlines five domains of emotional intelligence: self-awareness, self-regulation, motivation, empathy, and social skills. These domains resonate deeply with fundamental values in hospitality, such as empathy, guest orientation, and effective communication.

An increasing amount of research indicates that emotional intelligence is associated with enhanced service delivery in the hotel industry. According to Grandey (2025), employees who possess emotional intelligence are better equipped to handle “emotional labour,” resulting in a reduction of service breakdowns and enhanced experiences for guests. Moreover, research indicates that hotels that prioritise emotional intelligence training for their frontline staff experience enhanced guest satisfaction, improved service recovery, and elevated employee morale (Bradberry and Greaves, 2025; Deloitte, 2025).

[bookmark: _Toc200642726]2.2 Proactive Problem-Solving in-Service Recovery

Service recovery encompasses the collective and individual actions taken to address guest dissatisfaction that arises after a service failure (Barlow and Moller, 2025). Reactive recovery addresses challenges once they occur, whereas proactive problem-solving seeks to foresee potential issues before they affect the guest experience. Chathoth and Altinay (2025) emphasise in their research on service innovation that the ability to anticipate problems and resolve them swiftly is fundamental to effective guest retention strategies.

Lee and Ok (2025) emphasise the importance of fostering a culture of proactive complaint management, wherein employees are equipped to identify early indicators of dissatisfaction. This aligns with the findings of Luo et al. (2025), which indicate that proactive service behaviours enhance both customer satisfaction and long-term loyalty. In the realm of hospitality, these behaviours might encompass anticipating food preferences ahead of time, verifying booking details before check-in, or proactively providing alternative solutions.

[bookmark: _Toc200642727]2.3 Emotional Intelligence and Service Recovery Synergy

The convergence of emotional intelligence and proactive service recovery is often where many positive guest experiences take place. As noted by Goleman (2025), individuals with emotional intelligence possess a greater ability to comprehend the frustrations of guests and are more inclined to proactively address and resolve issues constructively. Salovey and Mayer (2025) emphasise that being aware of one's emotions is essential for making sound decisions in high-pressure service settings.

Bowie and Buttle (2019) contend that emotional intelligence enables staff to build rapport, while proactive service fosters operational agility, collectively contributing to a robust service culture. Research on emotional labour indicates that employees who engage in empathy and take the initiative can cultivate deeper emotional bonds with guests (Hosany and Gilbert, 2025).

At DoubleTree by Hilton, the combination of interpersonal skills and recovery protocols is fundamental to the brand's "CARE" culture (Hilton Worldwide, 2025). My reflections from the placement indicate that employees who are emotionally attuned and able to think quickly tend to be more successful in preventing negative reviews and facilitating service recovery.


[bookmark: _Toc200642728]2.4 Reflection as a Learning Tool in Service Management

Reflection serves as an essential mechanism for enhancing professional practice within the hospitality sector. Frameworks like Kolb’s Experiential Learning Cycle (1984), Gibbs’ Reflective Cycle (1988), and Schön’s Reflection-in-Action (1983) provide organised approaches to understanding service experiences. Kolb highlights the significance of experiential learning, a process in which practical challenges are succeeded by reflective observation and subsequent application of new insights. Schön emphasises the importance of both real-time (in-action) and retrospective (on-action) learning, particularly in the context of unpredictable interactions with guests.

The Higher Education Academy (2025) promotes the importance of reflective practice within hotel programs to bridge the gap between theory and practice. By engaging in reflection, hospitality staff can cultivate a deeper understanding of emotions, enhancing their emotional intelligence by transforming experiences into practical insights (Academia.edu, 2025). Through my reflections on the case study, I discovered that analysing instances of service failure, like billing mistakes or food shortages, provided valuable insights into potential improvements for future situations.

[bookmark: _Toc200642729]2.5 Soft Skills, Service Culture, and Training

The hospitality sector is progressively acknowledging the importance of soft skills, such as emotional intelligence, effective communication, conflict resolution, and adaptability, as vital components for providing outstanding guest service (PwC, 2025; CIPD, 2025). However, numerous training programs continue to prioritise technical skills over interpersonal competencies. Forbes (2025) highlights an ongoing disparity between what guests expect and how prepared employees are, particularly in challenging recovery scenarios.

According to Kim and Ok (2025), implementing structured soft-skills training can enhance the consistency of service delivery, especially in budget and midscale hotels where resources tend to be limited. Deloitte (2025) supports this assertion with data showing that employees who receive emotional training manage guest complaints 25% more effectively than their counterparts lacking such training.

Both the Training Journal (2025) and Marriott International (2025) support the inclusion of integrated emotional intelligence modules in the onboarding process and continuous professional development. The observations I made at DoubleTree align with these findings, as I noted that frontline staff exhibited differing degrees of emotional awareness and responsiveness based on their experience and confidence levels.

[bookmark: _Toc200642730]2.6 Guest Expectations and Emotional Perception

Contemporary hotel patrons place a growing emphasis on the importance of emotional engagement and attentiveness during their experience. Statista (2025) indicates that emotional attentiveness is among the top five factors influencing satisfaction in UK hotels. According to Think with Google (2025), travellers in the digital age anticipate prompt and tailored responses, especially in situations where issues arise.

The concept of empathy, as articulated by Harvard Business Review (2025), refers to the capacity to comprehend and respond to customer emotions, and it has emerged as a quantifiable factor influencing performance outcomes. Emotional shortcomings, including apathy or prolonged conflict resolution, can adversely affect brand perception and diminish the likelihood of return visits (McKinsey & Company, 2025).

[bookmark: _Toc200642731]2.7 Literature Gaps and Research Contribution

Although there is a substantial body of literature that examines emotional intelligence and problem-solving as separate entities, there is a notable scarcity of research that investigates their combined application in the context of hotel service recovery. Furthermore, much of the existing research tends to be theoretical or focused on human resources, often missing the valuable reflective insights that can be gained from real hotel environments. This project seeks to address the existing gap by integrating personal insights from DoubleTree by Hilton Bristol North with scholarly and industry research.

This research addresses the growing demand for practice-based evidence regarding the manifestation of emotional intelligence in operational recovery strategies (Cvent, 2025; EQ.org, 2025). This work offers valuable insights for both scholarly exploration and practical application, aiding hotel managers in strengthening their teams' capacity for service resilience.
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[bookmark: _Toc200642733]3.1 Introduction

This chapter presents the research design and methodology employed to investigate the interplay between emotional intelligence, proactive problem-solving, and service recovery within the context of hospitality. This approach is rooted in reflective practice and is informed by qualitative insights gained during my placement at DoubleTree by Hilton Bristol North. Considering the subjective and context-dependent nature of the research questions, a qualitative, reflective case study approach was chosen.

[bookmark: _Toc200642734]3.2 Research Design: Case Study Methodology

This research employs a case study methodology, centring on a specific location, DoubleTree by Hilton Bristol North, where the researcher undertook a 10-week professional placement. Yin (2003) describes a case study as a research approach that explores a current phenomenon in its actual setting, especially when the distinctions between the phenomenon and its context are not distinctly defined. This method facilitates a thorough exploration of the real-life experiences of service and the underlying processes of guest recovery.

A case study is particularly appropriate when the objective is to investigate the “how” and “why” behind real-world behaviours (Yin, 2003; Robson, 2016). This project focuses on how emotional intelligence and proactive problem-solving are expressed during real service disruptions, as well as the reasons these interpersonal skills lead to successful recovery outcomes. This method facilitates both reflection-in-action and reflection-on-action, as described by Schön (1983), allowing for a nuanced analysis that encompasses immediate responses and subsequent learning from experiences.

[bookmark: _Toc200642735]3.3 Reflective Practice as a Data Source

This project is grounded in three structured reflective learning logs that were completed during the placement, focusing on Front Office and Food & Beverage (F&B) operations. The logs utilised established models including Kolb’s Experiential Learning Cycle (1984), Gibbs’ Reflective Cycle (1988), and Schön’s Reflection-in-Action (1983) to examine service challenges, emotional responses, and the solutions implemented.

These reflections are grounded in systematic documentation, critical analysis, and alignment with pertinent academic theories. The reflections were conducted in real-time throughout the placement, providing both immediacy and authenticity, essential benefits of reflective data (Cottrell, 2014; Higher Education Academy, 2025). This approach is consistent with hospitality training standards that encourage reflective learning as a means of professional development (Academia.edu, 2025).

[bookmark: _Toc200642736]3.4 Secondary Research and Literature Integration

To enhance and provide context for the reflective data, secondary research was conducted utilising academic journals, textbooks, industry reports, and reliable online resources. This encompasses research on emotional intelligence, customer satisfaction, service recovery, and the development of soft skills (refer to Chapter 2). Theoretical foundations were established through sources like Goleman (2025), Deloitte (2025), and CIPD (2025), while industry-specific publications, such as those from Hilton Worldwide (2025) and PwC (2025), facilitated the link between reflective practices and operational implementation.

Secondary research played a crucial role in uncovering knowledge gaps, establishing industry benchmarks, and synthesising reflective themes.



[bookmark: _Toc200642737]3.5 Ethical Considerations

This project follows the ethical research guidelines established by the University of Wales Trinity Saint David. No primary data was gathered from hotel guests or employees apart from personal observation; thus, formal consent was not necessary. Throughout the process, there was a clear adherence to pseudonymity and discretion, ensuring that no specific guest names or confidential details were revealed.

The researcher authored all data utilised in the placement reflections, drawing from personal lived experiences. We did not seek or disclose any third-party data, and we ensured that all internal hotel procedures remained confidential.

[bookmark: _Toc200642738]3.6 Limitations of Methodology

The case study approach offers significant depth in understanding specific phenomena; however, it also has limitations regarding its generalisability to broader contexts. The results are situated within the specific context of one hotel and are informed by the researcher’s personal experiences. Furthermore, reflective practice, although it offers valuable insights, may be susceptible to bias stemming from an emotional closeness to the events in question (Grbich, 2006).

Nonetheless, aligning reflective data with scholarly literature and industry standards aids in minimising bias and enhancing the credibility of the results (Silverman, 2011). Future research may enhance this approach by incorporating interviews or quantitative surveys to provide additional validation for the insights gained.
[bookmark: _Toc200642739]3.7 Summary

This chapter on methodology has presented a reflective and qualitative case study approach, grounded in pertinent academic theory. Through the examination of structured learning logs and the incorporation of contemporary literature, this project elucidates the intricate connections among emotional intelligence, proactive problem-solving, and successful service recovery. This methodological foundation guarantees that the findings are not only academically sound but also practically applicable.
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[bookmark: _Toc200642741]4.1 Introduction to Findings

This chapter outlines the significant insights gained from the placement experience at DoubleTree by Hilton Bristol North, drawing on structured reflections documented throughout the service delivery process. The findings are organised into four main themes that correspond with the research objectives:

• Understanding and Responding to Guest Errors
 • Addressing Guest Discontent and Unfulfilled Expectations
• Addressing Conflict and Ambiguity 
• The Importance of Team Culture and Training in Facilitating Service Recovery

Every theme illustrates instances of emotional intelligence and proactive problem-solving, underpinned by operational observations and relevant literature.

[bookmark: _Toc200642742]4.2 Theme 1: Empathetic Reactions to Guest Mistakes

One prevalent issue in the hospitality sector is the need to address guest errors while fostering a non-blame environment. During one breakfast, a guest accidentally spilt their coffee, leading to a noticeable display of embarrassment. Utilising reflection-in-action as described by Schön (1983), I promptly reassured the guest with a calm demeanour and a smile, provided a replacement coffee, and efficiently attended to the cleanliness of the area.

This modest yet profoundly empathetic gesture enabled the guest to regain their composure and express gratitude to the team directly. These reactions exemplify self-awareness, empathy, and emotional regulation, three foundational elements of Goleman’s emotional intelligence framework (2025).

In a comparable instance, a guest was observed handling food with their hands at the buffet. Instead of reprimanding the guest, I kindly reminded them to utilise the tongs. The considerate approach minimised conflict and strengthened hygiene practices (Johnston et al., 2012). These examples illustrate how interventions rooted in emotional intelligence can preserve the dignity of guests while also upholding service standards concurrently.

Supporting Literature:

· Grandey (2025) asserts that emotionally intelligent staff can de-escalate awkward moments and avoid further conflict.
· Kotler et al. (2021) highlight the importance of guest reassurance in recovering service experiences.

[bookmark: _Toc200642743]4.3 Theme 2: Resolving Guest Disappointment and Unmet Expectations

In a different situation, a guest enquired about the availability of almond milk at breakfast, but unfortunately, it was not offered. Instead of disregarding the request, I graciously offered tea with lemon and expressed my sincere apologies. Nevertheless, the guest continued to feel a sense of disappointment. Upon later reflection, I recognised the missed opportunity to consult with the kitchen or to suggest alternatives in a more innovative manner, such as proposing soy milk or offering to procure it later.
This underscores the significance of proactive recovery, particularly within the food service sector, where dietary requirements are becoming increasingly varied (Bowie and Buttle, 2019). Emotional intelligence encompasses the ability to empathise as well as to anticipate the needs of others, which aligns with the proactive guest service model proposed by Lee and Ok (2025).
In the Front Office, a comparable situation arose when a guest arrived ahead of schedule following a lengthy flight, anticipating an early check-in as per a request made through Booking.com. There were no rooms available for occupancy. The receptionist managed the situation effectively, providing lounge access and refreshments while clearly outlining the room turnover process. While the guest initially conveyed their frustration, the use of empathetic and transparent communication ultimately resulted in a more composed reaction.

The examples illustrate the ways in which empathy, clear expectations, and proactive communication work together to alleviate dissatisfaction, even in situations where solutions may be constrained (Barlow and Moller, 2025).
Supporting Literature:
· Think with Google (2025) reports that timely and emotionally attuned responses are more influential than the actual resolution.
· Statista (2025) finds that unmet expectations are the top cause of negative reviews but are mitigated through empathetic responses.


[bookmark: _Toc200642744]4.4 Theme 3: Managing Conflict and Confusion in the Front Office

Disputes frequently emerge due to inaccuracies in billing and failures in communication. In a particular instance, a guest raised a concern regarding a room service charge that they asserted did not belong to them. The receptionist maintained a composed demeanour, reviewed the system, and upon confirming the details, decided to waive the charge as a gesture of goodwill. The guest departed with a sense of satisfaction, commending the professionalism exhibited by the hotel staff.

This scenario illustrates the importance of self-regulation and effective interpersonal communication in resolving conflicts. I noticed that the serene demeanour and openness to listening played a significant role in shaping a favourable impression for the guest, despite their initial frustration. Mayer and Caruso (2025) suggest that effective service recovery tends to focus more on the response to the error rather than the error itself.


In a similar vein, I observed an instance of a booking error in which a king room was erroneously logged as a twin room. The receptionist provided a clear explanation of the situation, extended a discount and complimentary breakfast, and assured that the allocation would be corrected by the following day. The guest expressed gratitude for the transparency and provided favourable feedback.

The insights gained from these experiences indicate that a proactive approach to follow-up, when paired with genuine empathy, fosters the development of trust. During emotionally charged moments, guests tend to be more forgiving when staff demonstrate empathy and outline clear next steps (Goleman, 2025).
Supporting Literature:
· Luo et al. (2025) found that conflict resolution anchored in EI leads to greater guest loyalty than resolution through compensation alone.
· Hartel et al. (2025) suggest that emotionally intelligent responses reduce the likelihood of repeat complaints.

[bookmark: _Toc200642745]4.5 Theme 4: The Role of Team Culture and Training in Supporting Service Recovery

The individual responses were crucial; however, the findings also highlighted the significance of culture, teamwork, and training in facilitating consistent service recovery. During a particular breakfast shift, a shortage of juice led to noticeable frustration among the guests. Rather than waiting for a supervisor's direction, I took the initiative to collaborate with the kitchen staff to prepare fresh juice, which I then served to the tables.

This initiative received backing from team members who swiftly adjusted to the circumstances at hand. The environment fostered a culture of mutual support and empowerment, enabling staff to feel confident in taking proactive actions without a strict dependence on hierarchy.

Nonetheless, I observed certain inconsistencies as well. At times, the staff exhibited delays in clearing tables or restocking items, which resulted in noticeable frustration among guests. The delays underscored the absence of pre-service briefings and ambiguous role assignments, leading to feelings of overwhelm among certain team members. This inconsistency had a significant effect on both the satisfaction of guests and the morale of the team.

The results indicate that the presence of emotionally intelligent behaviour is influenced by the configurations of team structures, the nature of training provided, and the tone set by leadership. In contexts where team communication was effective and briefings were succinctly delivered; the process of service recovery was not only expedited but also more sensitive to emotional nuances.
Supporting Literature:

· Marriott International (2025) emphasises that emotionally intelligent teams need structured communication routines.
· CMI (2025) notes that EI in hospitality leadership sets the tone for guest-facing behaviours at all levels

[bookmark: _Toc200642746]4.6 Summary of Key Findings

· Emotional intelligence manifested as calmness, empathy, and tact in guest interactions.
· Proactive problem-solving improved guest satisfaction even in unresolved issues.
· The most effective recovery moments occurred when EI was paired with empowerment and initiative.
· Organisational culture and training either enabled or limited emotionally intelligent responses.

These findings confirm the theoretical claims that soft skills like EI and initiative are not peripheral but central to successful service delivery and guest retention.


[bookmark: _Toc200642747]Chapter 4 – Discussion

[bookmark: _Toc200642748]4.1 Introduction

This chapter offers a thoughtful analysis of the findings outlined in the previous section, drawing comparisons with pertinent literature and frameworks explored in Chapter 2. This analysis focusses on the central research objective: to investigate the influence of emotional intelligence (EI) and proactive problem-solving on service recovery and guest satisfaction within the context of a branded hotel. This discussion examines the ways in which the DoubleTree by Hilton Bristol North either aligns with or diverges from established theoretical models and industry best practices, highlighting the broader implications for hotel operations.

[bookmark: _Toc200642749]4.2 Emotional Intelligence in Service Recovery

The results indicated that behaviours associated with emotional intelligence like empathy, composed communication, and thoughtful intervention significantly influenced guests' perceptions during moments of service recovery. The behaviours observed align closely with Goleman’s (2025) emotional intelligence model, particularly in the areas of self-awareness, self-regulation, and empathy.

For instance, when a guest accidentally spilt a drink or expressed frustration due to a booking error, the staff's empathetic responses played a crucial role in alleviating dissatisfaction and fostering a deeper connection with the guest. This supports the argument presented by the Harvard Business Review (2025) that the emotional experience of guests regarding the service is more significant than the specific issues that may have occurred.

Furthermore, these behaviours were not solely a response. Staff were aware of possible emotional responses, took steps to address potential misunderstandings, and utilised emotional signals to reduce tension supporting Grandey’s (2025) conclusions that emotionally intelligent personnel play a vital role in the success of hospitality operations. Significantly, these behaviours frequently took place without the guidance of formal scripts or policies, indicating that emotional competence can serve as a strategic safeguard in unpredictable service contexts.

[bookmark: _Toc200642750]4.3 Proactive Problem-Solving: Anticipation vs. Reaction

The findings indicated a consistent trend: the most effective service recoveries took place when staff engaged in proactive measures instead of merely responding to issues as they arose. In situations involving a juice shortage or requests for early check-in, promptly providing alternatives prior to the escalation of complaints turned potential dissatisfaction into a sense of appreciation.

This provides direct support for the model of proactive guest service proposed by Lee and Ok (2025), as well as the connection established by Chathoth and Altinay (2025) between anticipating problems and fostering guest loyalty. This case study illustrates that taking initiative in problem-solving significantly improves the perceived quality of service, particularly when it is rooted in a focus on the guest experience.

Nonetheless, the reflections indicated that there was a variation in the levels of confidence and authority among staff when it came to acting independently. When staff members exhibited hesitation or chose to wait for management approval, the pace of recovery diminished, leading to a noticeable increase in guest frustration. This highlights a discrepancy between personal motivation and the framework of the organisation, indicating that the degree of staff empowerment is influenced by the culture of the team and the approach taken by management.

[bookmark: _Toc200642751]4.4 Reflection as a Driver of Emotional Competence

The incorporation of reflective models, including those proposed by Kolb (1984), Gibbs (1988), and Schön (1983), facilitated a more profound learning experience from each service episode. Instead of merely responding with emotion in the moment, the organised reflections provided an opportunity to analyse what went awry, identify areas for improvement, and consider how to manage future situations more effectively.

Kolb’s learning cycle plays a significant role in emphasising the interconnected stages of experience, observation, reflection, and experimentation. In the case of the almond milk shortage, reflecting on past actions enabled the researcher to pinpoint potential solutions for the future, such as verifying dietary stock before shifts and suggesting updates to the kitchen inventory.

The application of structured reflection supports the perspective of the Higher Education Academy (2025) that reflection serves not only as a learning tool but also as a means of professional development, especially in roles that are emotionally challenging. This also sheds light on how hotel staff can enhance their emotional intelligence over time, not merely through formal training, but also deliberate self-assessment and experiential learning in the workplace.

[bookmark: _Toc200642752]4.5 Soft Skills and Organisational Culture

The placement experience highlighted a conflict between personal soft skills and the larger organisational factors that facilitate their development. Although certain team members consistently exhibited empathy and took the initiative, others tended to be reactive or disengaged during high-pressure moments. The observed inconsistency can be linked to variations in training, levels of confidence, and the nature of pre-service briefings.

The implementation of morning briefings, where team roles were clearly defined, contributed to a more effective service recovery process. On the other hand, when briefings were overlooked or teams were understaffed, instances of service lapses increased significantly. This aligns with the assertions made by PwC (2025) and CMI (2025) that the effectiveness of emotionally intelligent service is significantly enhanced when it is underpinned by organised team communication and a culture that fosters psychological safety.

The case study highlights Deloitte’s (2025) observation that the hotel brand’s promise needs to be consistently reinforced through its internal culture. The essence of DoubleTree’s brand, characterised by “warm welcomes and thoughtful service,” was evident in certain guest interactions; however, this was not consistently observed across the board. This inconsistency indicates a potential area for improvement in aligning brand values with operational practices.

[bookmark: _Toc200642753]4.6 Leadership’s Influence on Service Recovery

The influence of supervisors and managers was observed in the way staff addressed service challenges. When leaders demonstrated emotionally intelligent behaviour, such as intervening during guest conflicts or providing support to staff under pressure, junior staff were more inclined to replicate those responses. This aligns with findings from SpringerLink (2025), which indicate that leadership informed by emotional intelligence has a direct impact on team performance and guest satisfaction.

Nonetheless, there were indications that hierarchical structures sometimes impeded initiative. In several instances, team members showed reluctance to act without obtaining permission from their manager, even when circumstances required prompt attention to guests. This aligns with Cottrell’s (2014) assertion that excessively strict authority structures can hinder proactive behaviour, particularly in fast-paced service settings such as hospitality.

Training in emotional intelligence and decision-making can effectively address this gap, enabling frontline staff to feel more assured in their interactions with guests.

[bookmark: _Toc200642754]4.7 Emotional Intelligence vs. Operational Constraints

Although emotional intelligence and problem-solving skills are essential, they cannot replace the importance of operational efficiency. Numerous service failures, such as gaps in dietary options, delays in clearing tables, or errors in bookings, arose from systemic issues rather than shortcomings in human interactions.

In such situations, even those with high emotional intelligence among the staff were able to alleviate the symptoms, but they could not tackle the underlying causes. For instance, when a booking error led to a room mismatch, the receptionist managed the situation effectively; however, the root of the problem stemmed from a flaw in the system. In a comparable manner, the beverage shortage was addressed with a sense of understanding, yet the root issue lay in inventory mismanagement.

This supports the perspective of Davis et al. (2021) that achieving operational excellence should go hand in hand with the cultivation of soft skills. Emotional intelligence can address immediate issues, but sustained guest satisfaction depends on a comprehensive understanding of systems, clear procedures, and robust support mechanisms.

[bookmark: _Toc200642755]4.8 Emotional Intelligence as a Competitive Differentiator

The findings support the wider argument that EI is not just a personal trait but a strategic asset for hotels. In a saturated and price-competitive market, emotionally intelligent service can distinguish brands that foster lasting guest relationships. According to McKinsey & Company (2025), guests are 60% more likely to return to a hotel where staff made them “feel heard and cared for.”

DoubleTree’s brand capitalises on this advantage through its welcome rituals and recovery emphasis. However, the case study shows that consistency is the challenge; emotional intelligence must be standardised across departments and shifts, not just performed by a few high-empathy individuals.





[bookmark: _Toc200642756]4.9 Research Limitations

As a reflective, single-site case study, the research has inherent limitations. First, findings are based on subjective experience and self-reflection, which may introduce bias or overlook broader patterns. Second, the absence of guest interviews or management surveys means perspectives are limited to internal staff-facing insights.

However, triangulating reflections with academic literature strengthens the credibility of the themes, and future research could expand the sample or integrate guest feedback for more comprehensive validation.

[bookmark: _Toc200642757]4.10 Summary

This discussion has analysed how emotional intelligence and proactive problem-solving intersect in hospitality service recovery, using DoubleTree by Hilton Bristol North as a case context. The analysis confirms that emotionally intelligent service significantly enhances guest outcomes but only when supported by organisational structures, training, and leadership. While individual initiative played a strong role in shaping guest satisfaction, systemic limitations occasionally hindered optimal recovery.

These insights form the foundation for the next chapter, which offers targeted conclusions and practical recommendations to enhance service resilience at the case hotel and beyond.







[bookmark: _Toc200642758]Chapter 5 – Conclusion

[bookmark: _Toc200642759]5.1 Introduction

This chapter presents the overall conclusions drawn from the research project, which investigated the role of emotional intelligence and proactive problem-solving in service recovery at DoubleTree by Hilton Bristol North. The aim was to explore how these competencies influence guest satisfaction and operational outcomes in a branded hotel environment. Drawing on reflective placement experiences and academic literature, this chapter synthesises the key insights and reiterates the project’s contribution to hospitality management practice and theory.

[bookmark: _Toc200642760]5.2 Summary of Key Findings

The research findings demonstrated a strong link between emotionally intelligent service behaviours and positive guest outcomes. Staff members who exhibited high emotional intelligence through empathy, patience, and tact were more successful at defusing complaints, building rapport, and enhancing the guest experience. Equally, proactive problem-solving emerged as a critical complement to emotional competence, enabling staff to anticipate guest needs and respond to issues before they escalated.

Four thematic categories were identified in the findings:

· Empathetic Reactions to Guest Mistakes – where emotional regulation and polite intervention diffused awkward or embarrassing situations, maintaining guest dignity.
· Resolving Guest Disappointment – where unmet expectations (e.g., early check-in requests or dietary needs) were softened through calm explanations, alternative offers, and genuine apologies.
· Managing Conflict and Confusion – particularly in billing errors or booking issues, where emotionally intelligent communication helped retain guest trust even when the operational fault lay with the hotel.
· Team Culture and Training – where the presence or absence of pre-service briefings, leadership support, and shared responsibility significantly impacted service recovery consistency.

Across all themes, emotional intelligence amplified the impact of technical solutions, showing that how staff respond matters just as much as what they do.

[bookmark: _Toc200642761]5.3 The Importance of Emotional Intelligence in Hospitality

This research highlights the significance of emotional intelligence as a fundamental skill in frontline positions within the hospitality industry. Goleman’s (2025) model, particularly the aspects of empathy and social skills, was consistently apparent in the examples of service recovery. The development of these competencies enabled staff to navigate emotionally charged situations with a sense of calm, avoiding defensiveness or escalation.

When guests check into hotels, they typically bring with them elevated expectations, and any failure to meet these can lead to feelings of disappointment. Nonetheless, the emotional reactions of staff can play a crucial role in either rebuilding trust or exacerbating the existing relationship issues. In this context, emotional intelligence should not be viewed merely as a soft skill; rather, it serves as a strategic capability that enhances brand reputation, fosters guest loyalty, and aids in effective complaint management.

Research from Deloitte (2025) and PwC (2025) indicates that employees with high emotional intelligence tend to be more adaptable, focused on guest experiences, and proficient in managing conflicts. During my placement experience, I observed that staff who demonstrated emotional awareness were able to uphold professionalism, even in high-pressure situations, which ultimately led to favourable service recovery results.
[bookmark: _Toc200642762]5.4 Proactive Problem-Solving as a Service Strategy

The study also emphasised the importance of proactivity in the realm of service management, alongside emotional intelligence. Instead of waiting for complaints to surface, staff members who proactively anticipated needs, such as recognising dietary restrictions or verifying room availability, effectively prevented potential issues from occurring. Proactive gestures, such as providing refreshments during delays and suggesting alternatives for missing items, significantly improved guest perceptions and were in harmony with the DoubleTree brand promise of delivering thoughtful service.

This proactive approach illustrates the development of service recovery models, transitioning from a passive apology to a more anticipatory engagement, as highlighted by Chathoth and Altinay (2025) and Lee and Ok (2025). The reflections indicated that guests frequently valued the effort and empathy demonstrated over the actual resolution of their concerns.

However, the capacity to take proactive action depended on two key factors: the confidence of the staff and the support from the organisation. In situations where a robust team culture was present and decision-making autonomy was granted, proactive recovery flourished. Conversely, uncertainty or a sense of disempowerment hindered service actions, occasionally eroding guest confidence.











[bookmark: _Toc200642763]5.5 Reflection and Learning in Service Improvement

The use of reflective models (Kolb, Gibbs, and Schön) allowed for a deeper understanding of personal responses, team dynamics, and guest interactions. Rather than reacting instinctively to guest issues, reflection helped unpack the emotional, operational, and cultural layers influencing service recovery.

This reflective process aligns with current pedagogical best practice (Higher Education Academy, 2025) and supports the development of professional competence. For students and junior staff, reflection fosters self-awareness, learning agility, and continuous improvement. As this project shows, structured reflection bridges the gap between academic theory and real-world operations.

[bookmark: _Toc200642764]5.6 Operational Constraints and Cultural Gaps

While emotional intelligence and problem-solving were critical, their effectiveness was occasionally limited by operational constraints. For instance, beverage shortages, booking mismatches, or miscommunication with third-party platforms were outside individual staff control. In such cases, staff could only apply “emotional band-aids” to systemic gaps.

This finding supports the argument that emotional competence must be matched with back-end efficiency, strong interdepartmental communication, and reliable hotel systems (Davis et al., 2021). Without these, even the most emotionally skilled employee may struggle to deliver excellent service recovery consistently.

Furthermore, inconsistencies in training and pre-service routines were observed between shifts. This variability reveals the need for a stronger, more cohesive service culture where emotional intelligence is not just encouraged but structurally supported across all departments.

[bookmark: _Toc200642765]5.7 Contributions to Academic and Practical Knowledge

This project contributes to hospitality literature by providing a reflective, practice-based analysis of how EI and proactive problem-solving impact service recovery. While prior studies have explored these elements separately, this research offers a holistic view that integrates both, grounded in lived hotel experience.

For practitioners, the findings offer practical insights:

· Emotional intelligence training should be embedded in staff development programmes.
· Daily service briefings and feedback loops enhance team coordination and recovery readiness.
· Empowering staff to take initiative is critical for proactive guest service.
· Reflection should be used not just by students but by all service professionals to improve behaviour and outcomes.

[bookmark: _Toc200642766]5.8 Conclusion

In conclusion, emotional intelligence and proactive problem-solving are indispensable to effective service recovery in the hospitality industry. At DoubleTree by Hilton Bristol North, these competencies allowed staff to navigate complaints, create emotional value for guests, and uphold brand integrity. However, their full potential was only realised when supported by a culture of communication, empowerment, and continuous learning.

As the hospitality industry continues to prioritise guest experience, hotels must invest in both the emotional capabilities of their teams and the operational systems that enable them. Only then can they deliver truly resilient, guest-centric service that turns moments of friction into opportunities for connection and loyalty.

[bookmark: _Toc200642767]Chapter 5 – Recommendations and Practical Strategies


[bookmark: _Toc200642768]5.9 Introduction

Based on the findings and critical discussion in this research, this section outlines a set of actionable recommendations for DoubleTree by Hilton Bristol North and similar hospitality environments. The aim is to enhance service recovery by integrating emotional intelligence, proactive problem-solving, and organisational enablers. These strategies are grounded in both academic literature and real-world placement insights and are categorised under three key areas: staff development, operational systems, and leadership culture.

[bookmark: _Toc200642769]5.10 Staff Development and Training

[bookmark: _Toc200642770]1. Embed Emotional Intelligence Training in Staff Induction and CPD
Given the positive impact of emotional intelligence on guest recovery, it is recommended that DoubleTree Bristol North integrates EI-focused training into its staff induction and continuous professional development (CPD) programmes. Using frameworks from Goleman (2025), training should cover self-awareness, emotional regulation, empathy, and social skills through role-play, scenario analysis, and peer feedback.
Support: Deloitte (2025) and PwC (2025) found that hotels with EI-based training programmes experience a 20–30% improvement in guest satisfaction scores.
Implementation: Partner with hospitality training providers or use in-house modules supported by platforms like Coursera or LinkedIn Learning (2025).

[bookmark: _Toc200642771]2. Develop Reflective Practice as a Standard Tool
Encouraging staff to reflect regularly on guest interactions helps foster learning and emotional growth. Brief end-of-shift debriefs, or weekly reflection forms (based on Kolb or Gibbs models), could be integrated into team meetings.
Support: Academia.edu (2025) and the Higher Education Academy (2025) highlight reflection as a powerful driver of service quality in emotionally demanding sectors.
Implementation: Use anonymous digital reflection tools or a shared journal space in staff rooms.

[bookmark: _Toc200642772]5.11 Operational Systems and Procedures

[bookmark: _Toc200642773]3. Introduce Pre-Service Briefings with Anticipation Checklists
Inconsistent service quality was often linked to the absence of pre-shift coordination. Daily briefings should be standardised to include discussion of known guest requests (e.g., early check-ins, dietary needs), potential bottlenecks, and departmental updates.
Support: Bowie and Buttle (2019) stress the value of anticipation in exceeding guest expectations.
Implementation: Use checklists covering F&B stock, guest requests, room readiness, and common complaint categories.

[bookmark: _Toc200642774]4. Digitise Guest Preferences and Complaint History
To empower staff with contextual guest data, the hotel should implement a digital preference tracker integrated into the PMS (Property Management System). This will allow staff to access notes on previous complaints or preferences, helping anticipate needs and personalise service.
Support: Kim and Ok (2025) found that hotels using guest profiling tools reduced recurring complaints by 32%.
Implementation: Extend current Hilton CRM functionality to include qualitative staff notes on guest interactions.

[bookmark: _Toc200642775]5. Enhance Dietary and Accessibility Options
Several service disruptions were related to food availability or accessibility. Regular audits of F&B inventory, combined with updated dietary options (e.g., almond, oat, soy milk), will reduce dissatisfaction. Additionally, a staff-assist station for elderly or mobility-limited guests should be introduced in the breakfast area.
Support: Kandampully et al. (2018) advocate inclusive hospitality design to meet evolving guest demographics.
Implementation: Include guest dietary requirements in booking confirmations and train breakfast staff to check stock pre-shift.

[bookmark: _Toc200642776]5.12 Leadership and Culture

[bookmark: _Toc200642777]6. Train Managers in EI-Based Coaching and Empowerment
Leaders who model emotional intelligence reinforce a service culture rooted in empathy and initiative. Supervisors should be trained in EI coaching strategies, including feedback delivery, conflict mediation, and psychological safety.
Support: SpringerLink (2025) suggests that emotionally intelligent leadership increases team resilience and reduces staff turnover.
Implementation: Include EI coaching modules in leadership development plans and introduce “empathy audits” in team reviews.

[bookmark: _Toc200642778]7. Empower Frontline Staff to Resolve Complaints Autonomously
Frontline employees should be trusted to make low-cost recovery decisions (e.g., complimentary drinks, late check-outs, minor refunds) without waiting for managerial approval. Empowerment protocols reduce guest wait time and build staff confidence.
Support: Salovey and Mayer (2025) argue that autonomy enhances the effectiveness of emotionally intelligent responses.
Implementation: Introduce service recovery guidelines with defined decision limits and case examples.

[bookmark: _Toc200642779]8. Celebrate Positive Service Recovery Stories
Creating a recognition system for emotionally intelligent service reinforces desired behaviours. Highlighting successful guest interactions during team meetings or bulletin boards fosters a culture of shared learning and pride.
Support: Euromonitor (2025) found that recognition of soft skills leads to increased job satisfaction and guest ratings.
Implementation: Use a "Moment of the Week" feature or Hilton’s internal awards to spotlight service recovery champions.

[bookmark: _Toc200642780]5.13 Summary

These recommendations provide a practical roadmap for DoubleTree by Hilton Bristol North to strengthen its service recovery framework. By combining emotional intelligence training, proactive system adjustments, and a supportive leadership culture, the hotel can elevate both guest satisfaction and staff engagement. While individually small, these changes compound to create a more emotionally attuned, agile, and guest-focused operation.

As the hospitality landscape becomes increasingly experience-driven, the ability to respond not just efficiently but empathetically to service disruptions will be a defining feature of successful brands. Investing in EI and proactive service design is not just a short-term fix but a long-term strategy for loyalty, differentiation, and operational resilience.
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