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Summary of the Complaint Case

A customer paid $1,485 for a deluxe room at Staycation in Tsim Sha Tsui. Staying in a
superior deluxe room includes buffet dinner and buffet breakfast. However, she did mention
that the $700 per person dinner buffet was not of great quality. First of all, she was
disappointed that the buffet did not provide food such as long-legged crabs and fried foie
gras, which disappointed her, and the oysters were not fresh, tasteless, and not frozen
enough. Afterwards, the guest complained to the manager about the taste of the oysters,
and the manager pointed out that the oysters provided by the hotel were bland and bitter.
"Who would eat bland and bitter oysters?" the victim cried helplessly.

Later, she received two glasses of red wine from the manager and a half-dozen oysters that
they had prepared for her. The guests found the oysters to be "too salty and bitter" after
tasting them, leading them to believe that they had been soaked in salt water. The oysters
were too salty, the guests concluded after tasting them. only has the manager to report to.
Additionally, the manager immediately consumed two extremely salty oysters.

The visitors were shocked and proud of their courage when it was all said and done. |
believed they should get some water first before going back to the kitchen.



Introduce

Holiday Inn Golden Mile Hong Kong is located at No. 50 Nathan Road, Tsim Sha Tsui,
Kowloon, Hong Kong. It opened in 1974 and is owned by the Indian-born Shalilila family. It is
one of the 4-star hotels in the area, providing 621 rooms and ten suites. Award-winning
restaurants, bars, well-equipped conference halls, rooftop outdoor swimming pools, fithess
rooms, free broadband high-speed Internet services and smart travel mobile phones are all
available. And the executive club floor is specially designed for business travelers,
especially providing superior accommodation experience and supporting facilities.

First of all, in terms of food, there are many restaurants that allow guests to travel around
the world with the tip of their tongues, such as Longyuan Chinese Restaurant, Italian
Restaurant, and Xiali Bar. Not only can tourists enjoy delicious food, local residents can also
enjoy delicious food from various countries in Hong Kong. Moreover, the hotel will also hold
catering promotions, such as Japanese food festivals.

Secondly, in terms of transportation, Hong Kong Golden Mile Holiday Hotel is adjacent to
the Hong Kong Railway Station, connecting Hong Kong, Kowloon, and the New Territories. It
only takes five minutes to walk to the Star Ferry Terminal to Central or Wanchai. The
transportation is convenient, and it only takes 40 minutes to get to Hong Kong International
Airport. drive.

Since the hotel is located in the prime location of Nathan Road, Tsim Sha Tsui, Kowloon, it
is a famous commercial and shopping district in Hong Kong. Therefore, most of the service
objects are business travelers and tourists visiting Hong Kong.

Moreover, the Regent Hall of the hotel has gorgeous crystal chandeliers and the most
advanced lighting system, 40 sets of professional intelligent lighting systems, creating up to
60 special on-site lighting effects for customers, creating the most dazzling and unforgettable
bright stage for customers, and the hotel's chefs are good at mixing the cooking techniques
and essence of different dishes to make the traditional dishes more exquisite. Their purpose
is to make the guests at the wedding banquet taste with gusto, and to impress the taste buds
of every guest and provide the best wedding banquet service.

Moreover, the Regent Hall is well-equipped, including 16 million stage lighting phantom
projections with different effects that can project the company logo, a new multimedia
audio-visual system, high-speed broadband Internet access, projectors, wireless
microphones, giant electric screens, etc. There are also venues of different sizes to choose
from, which are suitable for holding various business meetings or corporate activities. These
include the Regent Hall, which can accommodate ten to 180 people, and the Regent Hall,
which can accommodate 60 to 600 people, providing the best support for business services.



|dentify the causes of the customer complaint

According to this report, | found that the main reason is that the complaint is wrong, the
oysters are not fresh at all, and the quality is not proportional. Another reason may be that
the store manager's supervision is not in place, and the kitchen supervision is not strong
enough. As a result, the cooks in the kitchen were not good enough. Pay attention to the
quality of the dishes and serve the dishes. | think the management should tighten up the
quality requirements for kitchen food. Solution with manager. For example, don't swallow an
oyster on the spot to prove your innocence. Things you should know, now is not the time to
dispel doubts. The last solution is the unreasonable solution. Customers think that there is
a problem with Shenghao, so they should not use oysters as a solution. Such a solution is
very inappropriate. In addition, the chefs in the kitchen also have supervision problems,
because they did not check the quality of the food, so they did not know that the oysters
were not fresh. Reasonable behavior and compensation lead to customer dissatisfaction
and surprise. Therefore, the manager should take into account the customer's feelings and
should not cause customers to feel uneasy. Therefore, | think it is the hotel manager's
ineffective supervision of food quality, plus the imperfect solution Imperfect, resulting in
customer dissatisfaction with the quality of service, after complaints.



Solutions & Suggestions

"A company's greatest asset is its customers, because without customers, there would be no
company." -Michael LeBoeuf

For the short term, we should be about putting the customer first. Complaints similar to the
above reports may have been foreshadowed, but the complaints have not been dealt with,
and the guests have let it go. This report is due to the intensified complaints this time. | think
it is possible to establish an internal evaluation system for customer complaints, and
companies should also conduct regular customer satisfaction surveys to find out the
shortcomings of the overall performance. Customer feedback is important, it can improve
company quality, and it can be based on that reason to improve the restaurant. Our
comment list will ask the customers about the food quality, service quality, and time
arrangement. It can clearly show our company's inadequacies. If there are advantages in the
evaluation, we should continue to maintain them, but if there are shortcomings, we should
improve immediately.

Second, when customers complain about poor food quality, we should not shirk
responsibility, but take service recovery. Otherwise, the company will face the following
problems: customers think that the company does not value products/services, customers
think that the company does not value them, lose loyal customers, damage the company's
reputation and lose potential repeat customers through negative word of mouth. In view of
this, our solution is to apologize to the clients. Also, | will refund the money to them. Then |
will give the coupon and give another dessert to them. This can make compensation. People
will know our sincerity, and it can make them come back again.

According to reports, a satisfied customer will tell five to six people about his good
experience, and a dissatisfied customer will tell at least nine people about his bad
experience, and the nine listeners will also spread the bad reviews! In order to avoid the
dissemination of bad reviews, the above compensation is very necessary.

At last, It is suggested that if the company has this kind of complaint again, the manager can
first apologize politely, then listen to the customer's demand for compensation, and then
make compensation according to the actual situation. In the above situation, the customer
will want more red wine than half a dozen oysters. We need to learn to respect the wishes of
the guests and try to satisfy the guests with the best service attitude.



Conclusion

Based on the above incident, some customers complained that the oyster buffet at Holiday
Inn Golden Mile Hong Kong was too salty and had a bitter taste. The reason for the
customer's complaint was that the taste of the oysters did not meet expectations, so he
reported it to the manager on duty. The manager on duty felt no problem and immediately
tried two oysters for the customer to see. However, This behavior is not professional. Most
managers do not use this method to solve the problem. They need to face the problem.
immediately.But not dodge the problems.While this behavior did not get the customer what
they wanted and needed, the guest expected an immediate apology and damages from the
manager on duty. The solution we propose is to apologize to the customer, make the most
sincere compensation and give a cash gift certificate to hope the guest will return to achieve
the goal of being a loyal customer. However, the long-term solution is to increase customer
service training courses, replace high-quality oyster supply companies and arrange health
supervisor and health manager certificate courses for every company employee. The above
resolutions can achieve the purpose of loyal customers; what is a loyal customer? Jones
and Sasser (1995) pointed out that customer loyalty is a sense of identity that customers
have for the goods or services provided by the enterprise. This feeling will affect the
consumption decision-making behavior of customers and divide customer loyalty into two
types

1. Long-term loyalty: customers will continue to buy for a long time and will not easily switch
to other brands or products;

2. Short-term loyalty: If customers encounter better manufacturers or products of the exact
nature, they will quickly change their choices.

Combining the viewpoints of Prus and Brandt (1995) and Chaudhuri and Holbrook (2002), it
is pointed out that customer loyalty

A degree is the customer's commitment to maintaining a long-term relationship with a
specific brand or company. Customers form repeat purchases in a particular store

The propensity to buy is mainly composed of attitude and behavior. The attitude aspect
includes buying again, buying from the same company,

Willingness to other products, willingness to recommend to others, not being influenced by
other competitors, etc.;

Buying, buying other company products, actively recommending to others, etc.
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