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Abstract: The hospitality industry is a significant contributor to the global economy, offering travellers a
home away from home with comfort, convenience, and memorable experiences. Guest satisfaction is crucial
to the success of the industry, as it leads to loyalty and positive word-of-mouth advertising. While hotels
strive to provide the best possible experience, complaints arise, serving as feedback to identify areas for
improvement. This paper explores the top ten most common guest complaints and provides insights into
how hotels can address them effectively to enhance the guest experience, foster loyalty, and protect their
reputation. Understanding these complaints is the first step towards resolving them, and hotels that
proactively address them can transform challenges into opportunities for success in the ever-evolving
hospitality industry
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I. INTRODUCTION
The hospitality industry serves as a cornerstone of the global economy, providing travellers and tourists with a home
away from home, offering comfort, convenience, and memorable experiences. Its significance extends beyond
economic contributions; it is an industry deeply interwoven with the fabric of human culture and society. From budget
motels to luxury resorts, the diverse range of accommodations within the hospitality industry caters to a wide array of
preferences, making it an essential sector that touches lives in profound ways.
One of the pivotal aspects that defines success in the hospitality industry is guest satisfaction. The reason is clear:
satisfied guests become loyal patrons and enthusiastic advocates. Whether an individual is travelling for business or
pleasure, the quality of their hotel stay significantly influences their overall experience. Beyond the immediate impact
on individual travellers, guest satisfaction profoundly affects a hotel's reputation, sustainability, and success.
This paper aims to delve into a core aspect of guest satisfaction, namely, the complaints that guests frequently
encounter during their stays. By understanding these common complaints, we can identify areas where hotels can
improve, ultimately leading to greater guest satisfaction and a more prosperous hospitality industry.

Objective:
To construct an in-depth analysis of the 10 most common hotel guest complaints and their impact on guest stay.

II. RESEARCH METHODOLOGY
This research paper is based on secondary data. The data is collected from research journals, magazines & internet
websites.

III. LITERATURE REVIEW

The hospitality industry has always been sensitive to the needs and expectations of its customers. Hotel guests are
paying for a service that extends beyond mere accommodation; they seek a pleasant and comfortable experience. In this
pursuit of guest satisfaction, hoteliers need to understand and address the most common complaints made by guests.
This literature review aims to provide an in-depth analysis of the ten most prevalent complaints voiced by hotel guests,
shedding light on their implications for the hotel industry and potential strategies to mitigate these issues.

The quality of a guest's hotel experience is frequently dependent on the consistency with which hotel standards of
service are applied. Where the existing systems break down, guests will complain. This should be viewed as an
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opportunity for the hotel's management. However, some hotel direct guest contact personnel may view guest complaints
as causes for panic rather than opportunities for improving the hotel operation. Guests whose complaints were resolved
satisfactorily were willing to return to the hotel. Proficiency in handling their complaints results in greater guest
satisfaction and loyalty. The application of the research will be on Hotel Assistant Managers/Guest Relations Agents to
investigate whether they are applying the necessary steps and techniques to solve guests' complaints related either to
tangible or intangible products in hotels. Results indicate that Hotel Assistant Managers and Guest Relations Agents
could improve their effectiveness in handling guests' complaints. Assistant Managers were found in this study to be
better at handling complaints than Guest Relations Agents [Alaa Tantawy, Erwin Losekoot, 2008]

Traditionally, consumers dissatisfied with service have typically expressed their grievances to frontline personnel or a
manager either directly (in person or over the phone), indirectly through written communication, or simply by sharing
their experience with friends and family. However, the emergence of the Internet has introduced new avenues for
voicing complaints, particularly when little action has been taken to address the service failure. With the ability to
spread word-of-mouth globally, consumers now have the potential to significantly impact the reputation and standing of
a brand or firm. This vulnerability is particularly evident in the hotel industry, where an increasing number of bookings
are made online and influenced by the reviews and feedback of previous guests on various booking-linked websites. To
gain insights into the nature and motivations behind online complaints about hotels and resorts, we conducted a
qualitative study using NVivo 8 software to analyse 200 web-based consumer complaints. The findings revealed a wide
range of service failures reported by consumers on the Internet. These complaints often present a highly descriptive,
persuasive, and credible narrative, driven by either altruistic motives or a desire for revenge. The power of these stories
to influence potential guests in their decision to book or avoid accommodation at the affected properties is significant.
The implications of these findings for hotel and resort managers are discussed. [Beverley A. Sparks, Victoria Browning,
2010]

Recent advancements in web technology have allowed customers to voice their concerns and negative experiences
regarding hotel services through online platforms. This study aims to gain insights into this emerging trend by analysing
complaints made by hotel customers on a specialized complaint forum called eComplaints.com. By conducting a
content analysis of these e-complaints across 18 problem categories, the study found that customers were primarily
dissatisfied with fundamental service failures, such as a decline in service quality and encounters with rude employees.
Surprisingly, only one out of every five e-complaints received a response from the hotel company, specifically within
the top-five complaint categories. To further explore the data, the authors utilized text-mining software to identify the
most frequently complained keywords and examine their relationships. The research findings have important
implications for businesses in the industry, which are also discussed in this study. [Charles Changuk Lee, Clark Hu,
2008]

This study examines the effects of organizational responses to customer complaints within the context of hotel guests in
Northern Cyprus. The findings indicate that different response options from organizations have varying levels of impact
on customer satisfaction and intentions to revisit. The implications of these results are discussed with hotel managers
and public policymakers. [Ugur Yavas PhD, Osman M. Karatepe PhD, Emin Babakus PhD &Turgay Avci PhD, 2004]
This paper intends to assess the variations in consumer complaint behaviour among Asian and non-Asian hotel guests,
focusing on cultural dimensions. Additionally, it seeks to investigate the correlation between demographic factors such
as age, gender, education level, and complaint behaviour [Eric W.T. Ngai, Vincent C.S. Heung, Y.H. Wong, Fanny
K.Y. Chan, 2007]

This paper examines the engagement and expertise of hotels in handling customer complaints, drawing on associated
literature and empirical research. The topic is of significant interest to practitioners and academics in the field of
hospitality management. The study focuses on hotel management's attitudes and practices regarding customer
complaints within the hospitality industry in Scotland. The authors analyze case study interviews with managers from
four and five-star hotels in Scotland. The findings highlight the importance of encouraging customer complaints and
feedback as a means to foster better relationships and customer retention. The results also emphasize the significance of
employee training in handling customer complaints, suggesting that employees should be responsible for addressing
complaints. Additionally, the study recommends that hotels should have effective systems in place for logging,
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processing, and analyzing complaints. The paper concludes by discussing the management implications of the findings
and identifying areas for further research. [Rosalynn Dinnen, Ahmed Hassanien, 2011]

A content analysis was conducted on 220 complaints recorded in a logbook used by front desk agents during 1994, for a
luxury hotel situated in New York City. The complaints were classified based on guests' gender and place of residence,
time of complaint, the type of complaint, the solutions provided, and guests' responses to the solutions. This case study
provided valuable insights into the hotel's operations and customer base and identified areas that require future
attention. [Peter A. Manickas, Linda J. Shea, 1997]

In this study, participants at casual dining restaurants were surveyed regarding their preferred method of expressing
dissatisfaction with service failures during their dining experience. It was observed that individuals who reported higher
levels of frustration, a greater inclination to voice their complaints, and a sense of insufficient information generally
favoured direct communication with a manager or writing a letter to the management. This discovery contradicts the
expectations set by communication theory, which posits that face-to-face interaction is more comprehensive compared
to written forms of communication. Additionally, the study revealed that complaints made in person to non-managerial
staff were perceived similarly to those submitted through comment cards, both of which were considered less
comprehensive modes of communication. [Alex M Susskind, 2014]

Cleanliness and Hygiene:

Cleanliness and hygiene are paramount factors in the guest experience within the hospitality industry. It is no surprise
that complaints related to these aspects are among the most common and significant, as they directly impact a guest's
comfort and well-being during their stay.

Implications for Guest Satisfaction and Reputation:

Guest Satisfaction: Cleanliness and hygiene directly influence guest satisfaction. A well-maintained and clean room
sets a positive tone for the entire stay. Conversely, cleanliness-related complaints can lead to discomfort, stress, and a
diminished overall experience.

Reputation: Guest complaints about cleanliness have a far-reaching impact on a hotel's reputation. In today's digital age,
dissatisfied guests often share their experiences on online review platforms, social media, and travel forums. Negative
reviews related to cleanliness can harm a hotel's online presence, making it less appealing to potential guests.

Revenue and Repeat Business: Satisfied guests are more likely to return and recommend a hotel to others. Conversely,
cleanliness-related issues can lead to revenue loss as guests may choose alternative accommodations in the future.
Noise:Noise-related complaints rank prominently among the most frequent issues raised by hotel guests. Noise
disturbances can severely disrupt a guest's peace and comfort, making it a crucial factor in guest satisfaction.

The impact of noise complaints on guest satisfaction is substantial:

Sleep Disruption: Noise can disrupt a guest's sleep, resulting in fatigue and irritability. Inadequate rest can lead to a less
enjoyable stay.

Reduced Comfort: Noise can diminish the overall comfort of a room or common area, detracting from the guest
experience.

Negative Reviews: Guests often express their discontent with noise issues in online reviews and surveys, which can
deter potential guests and harm the hotel's reputation.

Loss of Repeat Business: Unresolved noise issues may dissuade guests from returning to the same hotel in the future.
Poor Customer Service:

Customer service is a cornerstone of the guest experience in the hospitality industry. The interactions guests have with
hotel staff can significantly shape their perception of the establishment and ultimately determine their level of
satisfaction.

The Central Role of Customer Service in Guest Experience:

Customer service is at the heart of the guest experience and plays a pivotal role in shaping a guest's stay. The following
aspects illustrate the centrality of customer service:

First Impressions: The initial interactions with hotel staff, whether during check-in or the warm welcome by concierge
or front desk personnel, set the tone for the entire stay. A positive first impression is crucial.

Copyright to IJARSCT
www.ijarsct.co.in

344




(4 IJARSCT ISSN (Online) 2581-9429

xx International Journal of Advanced Research in Science, Communication and Technology (IJARSCT)
IJA RSCT International Open-Access, Double-Blind, Peer-Reviewed, Refereed, Multidisciplinary Online Journal

Impact Factor: 7.301 Volume 3, Issue 5, January 2023

Problem Resolution: When issues or complaints arise, the effectiveness and courtesy of hotel staff in resolving these
problems greatly impact guest satisfaction. A quick and satisfactory resolution can turn a negative experience into a
positive one.

Personalization: Exceptional customer service includes a personal touch, where staff remember guest preferences and
anticipate their needs, creating a sense of being valued and recognized.

Guest Comfort: Staff availability and responsiveness to guest requests, whether it's for room service, maintenance, or
additional amenities, contribute to overall comfort and satisfaction.

Check-Out Experience: The last impression a guest has of a hotel is often the check-out process. A smooth and friendly
departure can leave a lasting positive memory.

Maintenance and Condition:

The condition and maintenance of a hotel's physical assets, such as guest rooms, common areas, and amenities, are
fundamental to ensuring a positive guest experience. Neglecting maintenance can lead to numerous complaints and
adversely affect guest satisfaction.

Impact of Maintenance Issues on Guest Satisfaction:

Maintenance issues, ranging from malfunctioning fixtures to visible signs of wear and tear, can significantly impact
guest satisfaction. Some key points to consider are:

Comfort and Functionality: Guests expect rooms and facilities to be comfortable and fully functional. Maintenance
issues such as leaky faucets, non-working lights, or faulty air conditioning systems can lead to discomfort and
dissatisfaction.

Safety Concerns: Neglected maintenance can pose safety hazards. Guests may feel uneasy or even threatened when
faced with damaged or poorly maintained areas, impacting their overall sense of security.

Aesthetic Appeal: A well-maintained and visually pleasing environment contributes to a positive guest experience.
Faded paint, scuffed furniture, or dated decor can detract from a hotel's overall appeal.

Online Reviews and Reputation: Guest dissatisfaction with maintenance issues is frequently voiced in online reviews.
Negative comments can deter potential guests and harm the hotel's reputation.

Revenue and Repeat Business: Guests who encounter maintenance issues are less likely to return to the same hotel in
the future. This results in a loss of potential repeat business and revenue.

Wi-Fi and Connectivity:

In today's digital age, reliable internet access has become an integral part of the guest experience in the hospitality
industry. Access to high-quality Wi-Fi is no longer a luxury but a necessity for both business and leisure travellers.
Complaints related to inadequate Wi-Fi and connectivity issues are common and can significantly impact guest
satisfaction.

The significance of reliable internet access in the hotel industry is multifaceted:

Business travellers: Business travellers rely on a stable internet connection for work-related tasks, including email,
video conferences, and access to corporate networks. Inadequate Wi-Fi can hinder their productivity and, by extension,
their satisfaction.

Leisure Travellers: Even leisure travellers depend on Wi-Fi for various purposes, such as staying in touch with family
and friends, streaming entertainment, or planning their activities. A poor connection can lead to frustration and
diminished enjoyment of their stay.

Online Reviews and Social Media: Guests often express their discontent with Wi-Fi issues in online reviews and on
social media platforms. Negative comments can influence potential guests and harm the hotel's reputation.

Repeat Business: Guests who have experienced connectivity problems are less likely to return to the same hotel in the
future, impacting repeat business and revenue.

Bed and Bedding: Enhancing Guest Comfort:

A good night's sleep is a fundamental component of guest comfort, and the role of comfortable beds and high-quality
bedding in achieving this cannot be overstated. Hotels that prioritize these aspects not only promote guest satisfaction
but also encourage repeat business and positive word-of-mouth recommendations.
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The Role of Comfortable Beds: Comfortable beds are a cornerstone of guest comfort in the hotel industry. A restful
night's sleep contributes to the overall guest experience and their perception of the hotel. Here are some key points on
the role of comfortable beds:

Quality of Sleep: A comfortable bed with an appropriate mattress and supportive structure is essential for a good night's
sleep. Guests who wake up feeling refreshed and well-rested are more likely to have a positive view of their stay.

Back and Neck Health: Comfortable beds play a crucial role in supporting proper spinal alignment. This can alleviate
potential discomfort and even health issues related to poor sleeping positions or inadequate support.

Reduction of Complaints: An uncomfortable bed is a common source of guest complaints. Hotels that invest in high-
quality beds tend to see fewer grievances related to restless nights.

Food and Dining: Enhancing the Culinary Experience:

The quality of food and dining options is a paramount factor in shaping a guest's overall impression of a hotel. Guest
complaints related to food quality and dining options can have a significant impact on a hotel's reputation. To excel in
this aspect, hotels should focus on offering diverse dining options with high-quality food and efficient service.

Guest Complaints Related to Food Quality and Dining Options:

Food Quality and Taste: Guests often complain about the taste and quality of the food served in hotel restaurants.
Subpar dishes, flavourless meals, or overcooked items can lead to dissatisfaction.

Limited Menu Choices: A lack of variety and choices on the menu can be a common grievance. Guests appreciate
options that cater to diverse tastes and dietary preferences.

Slow Service: Delays in serving meals, whether in-room dining or in the hotel's restaurant, can lead to complaints. Slow
service can disrupt a guest's schedule and cause frustration.

High Prices: Overly expensive food and beverages, especially when they do not meet guest expectations in terms of
quality, are a source of complaints.

Location and Accessibility: Keys to Guest Satisfaction:

The location of a hotel and its accessibility are pivotal factors in determining guest satisfaction. Guests often choose
hotels based on their proximity to key attractions and the ease of getting to and from the establishment. Understanding
the importance of location and accessibility and implementing strategies to enhance them can greatly influence a hotel's
success.

Importance of Hotel Location and Nearby Attractions:

Proximity to Key Attractions: Guests often select hotels based on their proximity to attractions, whether they are leisure
travellers looking to explore a city or business travellers attending conferences. A convenient location can save guests
time and make their stay more enjoyable.

Local Experience: Staying in a well-located hotel allows guests to immerse themselves in the local culture, dining, and
entertainment options. This adds value to their stay and encourages them to explore the area.

Safety and Security: Guests feel more secure when they stay in well-located hotels, particularly in well-lit areas, that
have good infrastructure and are known for their safety.

Transportation and Convenience: Proximity to transportation hubs, such as airports, train stations, and bus terminals, is
essential for both leisure and business travellers. Easy access to public transportation can greatly enhance a guest's
experience.

Safety and Security: Prioritizing Guest Well-Being:

Guest concerns related to safety and security are paramount for hotels. Ensuring the well-being of guests is a
fundamental responsibility and a critical factor in guest satisfaction. To address these concerns effectively, hotels must
implement robust security measures and provide clear emergency information.

Guest Concerns Related to Safety and Security:

Intrusion and Unauthorized Access: Guests are concerned about unauthorized access to their rooms, especially in the
form of theft or intrusion. Ensuring the security of guests' personal belongings and privacy is of utmost importance.

Fire Safety: Guests often express concerns about fire safety. They want to know that the hotel is equipped with fire
alarms, sprinkler systems, and clear evacuation procedures in case of a fire emergency.
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Health and Hygiene: In the wake of health concerns, guests now also worry about cleanliness and sanitation. They
expect that the hotel has appropriate measures in place to protect them from health hazards, such as the spread of
infectious diseases.

Local Safety: Guests may have concerns about the safety of the neighbourhood or the surrounding area. They want to
feel secure when leaving the hotel for local exploration.

Emergency Response: Knowing what to do in the event of emergencies, such as natural disasters, medical crises, or
security threats, is essential to guests' peace of mind.

Temperature Control:

To address temperature control complaints effectively, hotels should consider several strategies:

Climate Control Systems: Invest in high-quality HVAC systems that allow guests to easily adjust room temperature.
Intuitive thermostats with clear instructions can empower guests to control their comfort.

Regular Maintenance: Routine maintenance is crucial to ensure that heating and cooling systems function correctly.
Promptly addressing any issues can prevent temperature-related complaints.

Flexible Bedding and Linens: Offering a variety of bedding options, such as lightweight and heavy blankets, can help
guests adapt to their temperature preferences.

Guest Education: Clear communication is vital. Hotels should provide instructions on how to use the climate control
system, explain any seasonal adjustments, and offer information about available climate control amenities.

Temperature control is more than just a basic necessity in hotels; it's a pivotal aspect of guest comfort and satisfaction.
Understanding the importance of this issue, hoteliers should invest in modern climate control systems, prioritize regular
maintenance, and communicate effectively with guests to prevent complaints. Balancing guest comfort with
sustainability is a growing concern, and addressing these needs can further enhance a hotel's reputation and guest
experience. In a competitive industry, attention to temperature control can make a significant difference in guest
satisfaction and loyalty.

IV. CONCLUSION
Elevating the Hotel Industry by Addressing Guest Complaints
In the highly competitive and customer-centric hotel industry, addressing guest complaints is of paramount importance.
The manner in which hotels handle and resolve these issues directly influences their reputation, financial performance,
and overall success. Proactive measures to address guest complaints not only improve guest satisfaction but also elevate
a hotel's reputation and potential for long-term success. The central role of addressing guest complaints cannot be
overstated. Guest satisfaction is the bedrock upon which a hotel's reputation is built. In a digital age where information
is shared globally, a single negative review or complaint can have a ripple effect on a hotel's image, dissuading
potential guests and jeopardizing the loyalty of existing ones. Addressing complaints is not merely a reactive process; it
is a proactive investment in a hotel's brand and future.Proactive measures, as outlined in the recommendations for
improvement, offer a clear path to enhanced guest satisfaction and reputation. By systematically addressing common
guest complaints, hotels can create an environment that prioritizes guest well-being, convenience, and comfort. Such a
commitment not only resolves immediate issues but also demonstrates to guests that their feedback is valued and acted
upon. This fosters a sense of trust and loyalty among guests.In addition, hotels that effectively address guest complaints
position themselves as leaders in the industry. They set themselves apart by providing a consistent and exceptional
guest experience, which, in turn, leads to positive reviews, repeat business, and an excellent reputation. These proactive
measures not only bolster the hotel's financial performance but also establish a foundation for long-term success in a
competitive market.
In conclusion, addressing guest complaints is not merely a matter of mitigating dissatisfaction but a strategic investment
in the future of a hotel. By taking proactive measures, hotels can significantly improve guest satisfaction, enhance their
reputation, and ultimately secure their place as leaders in the hotel industry. Prioritizing guest well-being and comfort is
not just a choice; it is the path to enduring success and a thriving hotel enterprise.
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