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Inviting Loyal guests to hotel trinity
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Date: November 19, 2021
Hotel OYO trinity
Kingston-Upon-Hall-Hull HU9 1NU
309-323 Hedon Road, England

Mr. &Mrs. Jones
25 Leyton, Avenue, Morriston, Swansea 

Dear Mr. and Mrs. Jones,
I hope you are doing great after the pandemic. Pandemic takes away beautiful moments from our life. Due to the pandemic, for considering the benefits of our guests and complying with the rules and regulations of the government, we were forced to cancel the reservation of our respected clients. They missed out on a wonderful time in their lives.  However, following the expiration of the lockdown, we are asking all of the visitors to return to the hotel
You are a loyal customer to our organization since 1972. You were booking a room for June 12, 2021, to June 13, 2021 for celebrating your marriage anniversary, where the booking number is 001395, and the room number is 006, which had been cancelled due to the pandemic. We want you to come to our hotel and celebrate your marriage anniversary—we are offering the same room number to you. Although the rate of covid-19 has decreased, the covid-19 has not entirely gone from our country. Therefore, Hotel trinity has taken full safety measures considering the issue of the covid-19. We clean the whole hotel every day considering the issue of the covid-19, besides all of our staffs maintain hygiene protocols very carefully. They wear masks, gloves and hand sanitizers all the time. During entry into the hotel, we ensure the disinfection of all guests. Besides, we offer the guests our own transport facilities for moving from one place to another. In a word, we try to ensure that our hotel remains utterly free from Covid-19.  Besides, we have increased our doctors. If any patient feels any minor symptoms, we immediately send them to the doctors for the primary examination.
We always try to make your journey happy and safe from our end as much as possible because customers are the heart of our organization. 
We are waiting for your kind presence in our hotel room, and if you need anything to know, we are available all the time. Please send us an e-mail.
Regards,
MOS
[bookmark: _Hlk88257351]Guest Relational Manager
Hotel OYO Trinity
E-Mail: MOS@gmail.com
Phone Number: 123123002
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Date: November 19, 2021
London Hilton on Park Lane
22 Park Lane, London W1K 1BE England
United Kingdom
XYZ 
Aldwych, London WC2B 4DD, United Kingdom
Dear XYZ,
I hope all is okay with you. After receiving the required service, we applaud you for taking the time to provide meaningful feedback. Please note that your reservation Number: 001310. This is considerable assistance since it allows us to refine our process for seeing and addressing the errors. Your valuable complaint will be mentioned from here if you have by chance forgotten your complaints.
The complaints:
[image: ]
Figure 1: Complaints of Hotel Hilton
Source: (tripadvisor.com, 2021)
The Response:
Right from the outset, Hilton apologized for the bad service you experienced and expressed their sincere sorrow. Despite the hotel's efforts to deliver the most satisfactory customer service possible, you were disappointed with the quality of service you received. We made a team at our hotel to explore the issue after receiving your helpful comments. Our investigation revealed that both the floor manager, technical team and the cleaner were sloppy in their duties. Hotel Hilton does not compare its customers' services with anything. Thus, we fired them from the organization. As further measure, we decide to do a questionnaire survey to compare our guests' experiences with the venue and ensure that we can reply quickly if they have any issues while they are staying with us so that we can provide the best possible customer service. In addition, we have established a special cleaning crew, whose primary responsibility is to evaluate the room's cleanliness and its floor. If the floor manager fails to meet this level, they will be immediately terminated. For your discomfort, we will compensate you for half of the purchases and give you a 10% rebate on your next visit as a gesture of our regret for your dissatisfaction with our customer service.
Your arrival is eagerly expected to see how successfully we have fixed our faults and enjoy the best possible customer service. 
Regards,
QPR
Chief Customers service Manager 
Hilton Hotel and Resorts
E-mail: PQR@gmail.com
Phone No: 221212323




Reply to the Compliment letter.
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London Marriott Hotel Park Lane
140 Park Lane Hyde Park, London W1K 7AA England
Mr. TPQ
129 Bayswater Rd, London W2 4RJ, United Kingdom
Dear TPQ,
I hope you and your family are doing well following the epidemic. Your good review of our hotel's performance was posted on August 22. Please not that your reservation number is Reservation Number: 001267.As a consequence of your favorable feedback, we are inspired to improve our customer service. I am writing to express our thankfulness for your support. To make things easier for you, I have added all compliments here.
The Compliment:
[image: ]
Figure 2: The Compliment
Source: (tripadvisor.com, 2021)
We are pleased to learn that you were delighted with our excellent customer service. We strive to make our services as cost-effective as possible while providing our consumers with the most satisfactory possible service. From the outset, we prioritized the consumer's satisfaction in all we did. When it comes to offering exceptional customer service, we have never made, and will never make, any sacrifices. We are committed to providing the finest quality of service to our hotel guests at all costs, even if it entails considerable modifications to our human resource policies and processes. All of our staff have had comprehensive training and hold a customer service degree. Consumers are treated like family, and services are provided from that perspective, resulting in customers appreciation at all times. 
We want to invite you and your family back to our hotel for a complimentary lunch and to meet with us to thank you for your feedback. 
Regards,
SVP
Guest service 
Marriott Hotel
E-mail: SVP@gmail.com
Phone: 1321232123


Response to the complaints letter 
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[bookmark: _Hlk88240288]Date: November 19, 2021
Hotel OYO trinity
Kingston-Upon-Hall-Hull HU9 1NU
309-323 Hedon Road, England
Mr. Damian Cloake
6 Honeycombe way, Swansea, SA1 2AR
Subject: Response to the complaints letter
Dear Sir,
Please accept my apologies for the difficulties you had while staying at our hotel. Customers are always at the core of OYO trinity's activities. We have no idea why you were having issues from our end. Immediately after receiving your reports, we began investigating the issues so that these unanticipated difficulties would never happen again. As a result, our hotel has established a three-person committee. At our accommodation, we discovered the evidence for these issues. Even though you had already reserved a room and could not find anybody at the desk due to a paucity of employees, Ben was correct. During the pandemic, we had to reduce some of our less experienced employees because we need to reduce our operating for sustaining in during the pandemic but now we are searching for workforce with long term customers service experience, a search that has been ramped up by your concerns to the human resources department. After the issue you had with your room, the hotel guest service supervisor had nothing but contempt for you when it came to the issue with your bed. Because of his dishonesty, we fired him from our hotel right away. The OYO trinity Hotel never compares its services to those of any other hotel. We have created a new job for the hotel manager, which is the floor in charge, to handle the duties of the hotel supervisor. The guest service supervisor is in charge of inspecting each hotel room to see if it is clean and reporting back to the floor manager or in charge if it is not.
Another difficulty you noticed while staying at our hotel was waiting in a long line to get your problem resolved. In order to better serve our customers, we have created a new counter and hired three new employees to handle client complaints. Because of this, consumers do not have to wait, and you now have a tool that can tell you how cold your food was even if it was served at the correct temperature for breakfast. Food should be hot and ready to eat at all times, and it is a given. There is an issue here, though, because the supervisor who is always in charge of monitoring food quality and resolving customer complaints was callous and so was fired from the hotel, and a new one was recruited. We are continuously on the lookout for people with Ben's level of empathy for our clients. As a result of your feedback, we have boosted his compensation by 10% to reward and motivate him.
We invite you to return to our hotel to see how much we have improved our offerings since your last stay. However, we would like to offer you a 10% discount at our hotel and a complimentary meal from our hotel as compensation for the difficulties you had. This voucher has been attached to this e-mail.
Regards,
ABC
Chief Marketing officer 
Hotel OYO trinity 
Cell No: 1000230110
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Excellent 5 Star Marriott
Review of London Marriott Hotel Park Lane

Reviewed August 22, 2019

We stayed here for all 3 nights we spent in London and it didn't disappoint. The location made great
with the Marble Arch tube station right in front of the hotel and walking distance to many different sites.
We used some of my Marriott upgrade certificates and got updated to a Premier Suite which was an
amazing room. The executive lounge was constantly busy but we were always able to find seating. The
food was good, but was the same thing every day. It would've been nice if they would mix it up a lttle
bit.

If you are using Marriott points and wondering which hotel to use them at | would highly recommend
this property and the County Hall property as 1A and 1B, just depends which part of the city you prefer.
Show less
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Terrible!

“My return to this hotel post covid has confirmed the disaster. On my first visit (2 nights), the shower and
the bath pipes were clogged and the water spread into the bathroom. Nobody fixed it the first day, so
same issue the second day. On my second visit (4 nights), there was no cleaning of the room the first two
days (I had to complain in the evening to get it done, and got the same exact message - likely a script),
and towels had holes. The cleanliness is not there. There are bags of half eaten food left in the corridors
all evening and night, and butts of cigarettes all around the entrance of the hotel. Omelettes in the
morning is three ingredients only. Dot. | had to order two omelettes and mix them to have my four
ingredients (cheese, ham, tomatoes, onions) .

Iwrote an email to the hotel reception and to its manager to complain, but received no answer. At 350 to
450 GBP a night, that says it all.

They have just lost a diamond member. | will relocate to the Intercontinental next door for my future
visits.”
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