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Abstract

This study aims to assess the complaint-handling and service recovery practices of hotels in Debark
town. The service sector is an important component worldwide, encompassing transportation,
communication, the hotel industry, tourism, etc. The target group for this study consisted of patrons,
staff, and managers of the Simien National Park Hotel. Data were collected using a non-probability
sampling technique, specifically convenience sampling for customers. The researcher selected a sample
of 81 representatives, including one manager, to determine the sample size of the study. Of these, 68
were customers of the Simien National Park Hotel, and the remaining 12 were employees. For this
study, the researcher used both primary and secondary sources of data, in addition to qualitative and
quantitative data types. The research adopted a descriptive research design, as it is appropriate for
presenting phenomena as they exist in the present time. Furthermore, the study emphasized the
importance of effective service recovery practices, as handling customer complaints is crucial for
maintaining loyalty and satisfaction. Hotels that fail to respond promptly to guest concerns often risk
negative word-of-mouth publicity, which can severely affect their reputation and profitability. In
contrast, hotels that actively implement structured complaint-handling mechanisms are more likely to
turn dissatisfied customers into loyal patrons. The research also highlighted the role of hotel employees,
who serve as the first point of contact in resolving customer grievances. Their responsiveness, empathy,
and problem-solving abilities were found to significantly influence overall guest perceptions.
Additionally, the study acknowledged that managers play a vital role in setting service standards and
ensuring consistent implementation of recovery strategies. Hence, the findings are expected to provide
valuable insights for hotel management in Debark town, guiding them toward improving service quality
and competitiveness in the hospitality industry.
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INTRODUCTION

The service sector is an important component around the world that includes transportation,
communication, hotel industry, tourism, etc. It is going through a period of almost revolutionary
changes. The majority of the economy nowadays is made up of services. Examples of this are the United
States and Canada, where it makes up 73 and 67% of GDP, respectively. The majority of the economy's
service sectors are quite varied, with a broad range
of companies selling to government agencies,
nonprofits, and individual and corporate customers.
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in agriculture, industry (including manufacturing
and mining), and services varies significantly as a
country's economy grows. A service is any action or
benefit that one party provides to another, which is
largely intangible and does not result in ownership
of any item. According to Kotler, a service is any
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act or performance that one party offers to another, inherently intangible in nature and not resulting in
ownership. Its creation may or may not be linked to a tangible product [1-3].

Organizations across different sectors provide services to customers, and among them, hotels are
known for offering a wide range of facilities such as restaurants, lodging, conference halls, sports
amenities, travel arrangements, and parking. These services often come with tangible elements that
support the delivery of intangible experiences. To gain new customers and retain existing ones, service-
based firms must continuously meet customer expectations and respond effectively to challenges, many
of which are reflected through customer complaints.

A complaint can be defined as a customer’s expression of dissatisfaction regarding a product or
service offered by an organization. Handling complaints effectively plays a critical role in any business
and should be given due importance by management. The role of complaint-handling officers is
especially significant, as they ensure that the organization responds adequately to concerns. These
officers should be given decision-making authority or at least direct access to those who can make
necessary decisions.

Since services are intangible in nature, customers often find it difficult to evaluate them before use,
which can lead to dissatisfaction and complaints. However, complaints should not be viewed solely as
a burden or cost. For example, when dissatisfied customers switch to competitors, the expense of
acquiring new customers is generally higher than retaining current ones. Research from the United
States indicates that customers who voice complaints are more likely to purchase again than those who
remain silent.

Addressing complaints effectively through a well-planned service recovery strategy helps rebuild
long-term relationships, enhances customer satisfaction, and fosters loyalty, which in turn generates
positive word-of-mouth. Moreover, a structured service recovery plan can offer valuable insights to
improve processes and systems. By learning from recovery experiences, organizations can enhance the
chances of “getting it right” the first time, thereby lowering failure costs and boosting overall customer
satisfaction. In essence, service recovery refers to the corrective actions taken by an organization to
respond to service failures and restore customer trust.

In the absence of service recovery strategy, the service failure can bring about negative feeling
responses from customer. Specifically, Debark hotel as newly established, it has to take cautions in
building its image in the mind of customer. However, there are problems heard from users of the hotel
like unavailability of service when promised it may deliver latter or too slowly, the outcome may be
incorrect, ineffective compliant handling and service recovery. Therefore, this study focuses on the
complaint handling and service recovery practice of Semain park hotel located in Debark town.

OBJECTIVE OF THE STUDY
The general objective of the study was to assess the complaint handling and service recovery practice
of Semain park hotel in Debark town.

MATERIALS AND METHODS
Research Design

There are three types of research designs: descriptive research, exploratory research, and causal
research. To conduct this study, the researcher applied descriptive research design, because it describes
data and characteristics about the population or phenomena being studied. Therefore, to assess
compliant handling and service recovery practices, the research used descriptive research design as
descriptive research as it is appropriate to present phenomena as they exist in the present time.
Descriptive research provides answers to the questions of who, what, where, when, and how
quantitatively. Typically, answer to these question are found in secondary sources or by conducting
survey.
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Target Population
The target population of this study was customers, employees and managers of the Semain park hotel.

Type and Source of Data

The researcher used both qualitative and quantitative types of data and also used primary and
secondary sources of data for this study. The primary data was collected from the target respondents by
questionnaires (both open ended and closed ended questionnaire) and interviews. The secondary data
was gathered from different internet sources and books written by different authors, and journals that
help to obtain information regarding compliant handling and service recovery.

Sampling Technique

The data was collected using a non-probability sampling technique, specifically convenience sampling
for customers, due to the difficulty in applying random sampling technique, difficulty of reaching each
and every customer regularly, and difficulty in determining total population size. The researcher used a
judgmental sampling technique for the managers and employees of Semain park hotel [4].

Sample Size

In this study, the researcher selected a representative sample of 81 participants, including one
manager, to determine the sample size of the study. Out of these, 68 were customers of the Semain Park
Hotel, and the remaining 12 were employees. The study used the following formula to calculate the
sample size from an unknown population of customers:

_ Z*p-(1-p)
No="2.2

Where:
no = required sample size (for infinite/unknown population)
Z = Z-score (standard normal value corresponding to the desired confidence level, e.g., 1.96 for 95%)
p = estimated proportion of the population (commonly 0.5 if unknown, since it gives maximum
variability)
e = margin of error (the desired level of precision, e.g., 0.05 for £5%)

If the population size N is later known and finite, the sample size is adjusted using the formula:

n,
Method of Data Analysis

Following the collection of data via questionnaires and interviews, the researcher edited, coded and
tabulated it. Analysis of the data depends on the information that was gathered from different sources.
The data that was collected from the respondents was analyzed using descriptive method of analysis
using tables, graphs and frequency.

RESULTS AND DISCUSSION

To arrive at a conclusion, data analysis and discussion are essential components of the scientific
approach of the research process. Therefore, this section deals with the interpretation and discussion of
data collected from the customers and employees of the hotel by using questionnaires and interviews [5].

Characteristics of Respondents

The purpose of describing the general information of the employee respondents is to obtain the
demographic characteristics of employees of the hotel who responded to the questionnaires. The profile
of employees included gender, age, educational level, working experience and their marital status [6].
The data indicate that 3(20%) of personnel respondents are males and 9(80%) are females. So, the
researcher understands that majority of the employees of the hotel are females which fits with the
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interest of our country’s government. According to the questionnaire, 7(70%) of personnel respondents
lies within age of group 20-25 years, and 3(30%) of personnel respondents are within the age group of
25-30 years. Concerning the educational level of the personnel respondents, 7(58.33%) are having
college diploma, and 5(41.67%) personnel respondents have completed High school. Concerning the
marital status of the personnel respondents, 7(58.33%) of the respondents are single and the remaining
5(41.67%) of the respondents are married [7].

The Failure of Service Delivery in Semain Park Hotel

The major service failures of the hotel emanate from the service being unavailable when promised,
the outcomes may be incorrect or poorly executed, long service delivery time (large waiting time), the
hotel managers are not proactive to the service failure, low qualified front line employees, and
employees being rude and careless in the service they deliver. In addition to these issues, there are other
service-related concerns mentioned by customers.

Handling the Customer Complaints

As the manager explained, most of the complains that come from customers are handled immediately
by the front line employees. Moreover, in the cases that need the involvement of hotel administration
necessarily; the customers have every right to present their complaints directly to the officials who are
assigned specifically to these kinds of cases with in the hotel’s structure where they can probably get
solutions as to the maximum capacity of the hotel as possible.

Strategies of the Semain Park Hotel Hotel to Respond the Complaints

Based on the information obtained from the managers of Semain park hotel, they mostly follow two
strategies to respond the complaints of the customers. The first strategy of the Semain park hotel is
asking apologize to the customers at the time of service failure, because the customers are mentally
satisfied due to the apology of the employees to the service failure of the hotel.

The second basic strategy of the Semain park hotel is service recovery for the failed services. The
hotel management instructs the employees to address the services that have previously failed and were
complained by the customers. Because customers might be satisfied by the recovered services, they
might become loyal customers of the hotel. Additionally, they may recommend other people to use the
services of the Semain park hotel and also share positive information about the good services of the
Semain park hotel through internet and various social media platforms [8—10].

Service Recovery of the Company Enhances Its Performance

Hotel recovery management has improved returns in the form of increased employee happiness,
fewer failures, lower expenses, and overall higher profitability, as well as observable client satisfaction
and loyalty.

Obstacles in the Practice of Service Recovery

After a successful service recovery, customers are even happier than if the service had never failed
in the first place. This is conceivable after one failure, but it becomes unlikely after two. For example,
consider our draft machines are reportedly not working. After extensive maintenance, the equipment
kept failing. Therefore, when two comparable failures occur, especially within a short period of time,
recovery efforts become significantly more difficult, if not impossible.

CONCLUSION

Considering the fact that restaurant services of Semain park hotel have been used by the majority of
the hotel’s customers who visit the hotel very often, the study has concluded that among all services of
the hotel, its restaurant service is the most preferred kind of service to its customers. It is concluded that
most of the hotel customers have been going to Semain park hotel very often because they are satisfied
with some of the specific services of the hotel that they have been receiving. Based on the findings
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about the hotel’s response against complaints, Semain park hotel’s speed in responding to complaints
is medium. According to the summarized data regarding the customers’ feeling of dissatisfaction during
their service experience, the study has reached to the conclusion that Semain park hotel is rending
moderately qualified types of services which should be improved to make the hotel competitive enough
within the hotel business in the city and the courtesy of most of the hotel’s employees can be considered
as on an acceptable level of conduct that might probably benefits both the hotel and its customers as a
result, and this quality of the employees must be kept in the daily business activities of the hotel in order
to retain its existing consumers and even attract new customers into the hotel. According to the findings,
the Semain park hotel asks the customers to measure their satisfaction with the hotel’s services.

Based on data from the Semien Park Hotel’s complaint-receiving department, the researcher
concluded that although there are many customers with complaints about various hotel services, the
hotel has failed to establish an organized and accessible complaint-receiving department where
customers can readily submit their concerns and receive appropriate solutions. Consequently, customers
are forced to present their complaints only to frontline employees, whose authority may be insufficient
to provide effective resolutions. Therefore, it can be inferred that Planet Hotel faces challenges in
handling customer complaints due to the absence of a dedicated complaint-handling department capable
of promptly addressing issues and providing suitable solutions.

Based on the summarized data shown regarding the practices of Semain park hotel on getting
feedbacks and maintaining customer satisfaction, the study concludes that Semain park hotel has certain
weaknesses in keeping the satisfaction of its customers, and by which the hotel might lose significant
number of valuable customers. Also, the hotel is not sufficiently accepting the feedbacks from its
customers in order to use them as an input for its various decisions within the business. Based on the
manager’s response regarding the strategies to redress complaints, the researcher concludes that the
Semain park hotel uses apology and service recovery to redress or improve the complaints arising from
its customers.

Recommendations

Since, Semain park hotel has been managing to offer quality restaurant services which maintain their
satisfactions to most of its customers, it should also put its maximum efforts in attempting to apply this
experience upon its other services, namely bar, room, club, etc. in order to retain their existing customers
and attract new customers as well. The hotel should improve the types and quality of these services
through making investments on the maintenance of hotel’s every service to the extent that can be
sufficient to satisfy all the customers of the hotel.

Since, the Semain park hotel gives training to the employees, most of the hotel’s employees have
certain weaknesses on acquiring sufficient knowledge and promptness as per the level that can satisfy
their customers on their acts of service rendering, the hotel should take some corrective and improving
measures on this specific regard immediately through facilitating an effective training and development
programs for its employees of different levels by arranging the schedule. Also, the employees
themselves should strive on attempting to upgrade their knowledge and promptness in different ways
considering the dynamic nature of customers’ demands on getting qualified standards of all services
from the hotel through times continually.

Considering the fact that maintains the satisfaction of customers is a crucial factor for the success of
every business, Semain park hotel should strive to improve the quality and standard of its entire service
through upgrading its ways of rendering services and hiring qualified and knowledgeable work forces.
Also as its customers are the legitimate parties on witnessing the performance of the hotel and should
be addressed by the hotel so as to get their feedback on various business activates of the hotel, the
management should consider the value of business activities of the hotel and the value of customers
feedbacks before making any decisions that may probably affect the effectiveness of their activities at
certain level and also determine the hotel’s relationship with the most of its customers consequently.
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As the data have showed the incapability of Semain park hotel to receive and handle complaints from
many its customers in the different services it has been rendering, the hotel’s management should try to
install qualified mechanisms of rendering service in a way that will enable them minimize every means
of rendering poor levels of services which creates dissatisfactions of customers and makes them
complain against the hotel consequently. And even though the hotel puts its maximum efforts in
attempting to avoid every malfunctions in rendering its services in order to minimize the prevalence of
complaints from its customers, but because of the inevitability of complaints from customers of certain
levels, the management of the hotel should establish an organized complaint receiving and handling
department to the extent that can enable them satisfy their customers sufficiently on this specific regard.
Semain park hotel issues apologies for the majority of the failed services. Listening helps the customer
feel like they are being understood and contributes to the resolution of the problem. Providing a refund,
gift or other compensation, depending on the severity of the problem, and also follow up by calling the
customer to ask “Is everything fixed” and “Is there anything we can do for you”. By taking these steps,
the hotel becomes more effective in handling service failures.

As the data have showed, the Semain park hotel’s speed of response to the service failures is medium.
When failed services are not improved quickly, the customers create a negative image about the hotel
and share it with their friends, family, coworkers and others. In addition to this, the customers may also
post different negative information about the failed service of the hotel through different social media
platforms like Facebook, internet, and others, and this will reach too many customers in a short time.
So, the Semain park hotel must have to respond for the service failure very quickly before customers
change their image of the hotel.

Based on the information obtained from the manager of Semain Park Hotel, it follows two strategies
to redress the complaints of the customers. These are asking apology to the customer and recovering
the failed service. These two mechanisms are very important but the hotel must also have give refund,
gift or other compensation depending on the severity of the problem. If the hotel considers the additional
strategies, it will be profitable in long term and preferable by the customers.

Acknowledgements

The success of this research work is the cumulative output of the contributions of different individuals
and government sectors that must be acknowledged. Therefore, I would express my deep gratitude to
the kind and selfless people and government sectors who willing shared their time and knowledge. Also,
I express my heartfelt thanks to individuals who contributed to this study, especially, Mr. Desalegn
Bazezew and Mr. Nuguss Teshome. Thanks for Research, Community engagement and Technology
transfer Vice president of debark University for devoting financial and material resources and efforts to
facilitate this research work.

REFERENCES

1. Kotler P, Armstrong G. Principle of marketing. 10th Edn. New Delhi: Prentice-Hall; 2004.

2. Kotler P, Keller KL. Marketing management. 12th Edn. New Delhi: Prentice-Hall; 2006.

3. Kotler P. Principles of Marketing. 11th Edn. New York: Print Hall Publishing; 2005.

4. Balaji B. Service marketing and management. New Delhi: S. Chand Publishing; 2002.

5. Bhat M. Marketing of services: A Study. New Delhi: Anmol Publication Private Ltd.; 2006.

6. Boon H, Verhoef M, O'Hara D, Findlay B, Majid N. Integrative healthcare: arriving at a working

definition. Altern Ther Health Med. 2004 Sep-Oct;10(5):48-56. PMID: 15478786.

Adrian Palmer. Principles of Services marketing. 3rd Edn. England, London: McGraw Hill; 2001.

8. Lovelock CH, Lovelock C, Writz J. Service Marketing: people, technology, strategy. Delhi, India:
Prentice-Hall; 2004.

9. Mudie P, Pirrie A. Services marketing management. 12th Edn. London: Routledge; 2006.

10. Zeithamal V, Bitner M. Service marketing. New Delhi: Tata McGraw-Hill; 2003.

~

© STM Journals 2025. All Rights Reserved 12


https://manuscript-engine.journalslibrary.com/jm/manuscripts-in-process/?jabr=ijsu&st=In%20Review%20-%20Plag%20Check

