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Abstract

How can tourists' complaints be managed? A study of the factors affecting the tourist
companies response to customers’ complaints

In the light of the recent global changes, most service organizations are interested in obtaining the
customers' satisfaction and permanent loyalty (especially in the field of tourism companies). Hence,
the tourist clients' complaints and its handling tools are among the most vital information to tourism
companies, as they provide the opportunity to rectify the obstacles of tourism services provided and
propose constructive ideas to improve the provided services. Accordingly, managers are required to
regular review the handling complaints system and proposals submitted. Thus, the research study
was first concerned with clarifying the process of complaints management and its stages they
undertaken within the tourism companies. Secondly, highlight the most significant factors effect on
the organizational responses of the customers' complaints in the tourism companies' category (A) in
Alexandria. Third, presenting a proposal or organizational framework of the complaints
management process within the tourism companies (A) as a managers' guide to performance
measure and the service improvement provided.
In order to achieve research objectives, the questionnaire-based on personal interview was used, as
well as the use of the Lickert scale to ask the managers at several levels questions to determine the
daily complaints, the importance of existence an internal organizational entity to integrate
complaint system, the readiness of the employees to deal with the complaints. The current study
used the regression analysis to test the relations among the research hypotheses. The study shed
light on the significance correlation (p value) and the effect of several independent variables (7
variables) on the dependent variable of the study (the tourism companies' organizational responses
to customers' complaints) to face their effects weaknesses. The study stressed the need for a system
supported by mechanisms and policies to take the necessary procedures to manage the complaint
properly. The existence of a systematic system, mechanism for complaint management and various
channels to receive complaints are considered strategic supporting factors the success of the
complaint management process in companies.
Keywords: Complaints, complaints management, organizational responses to customer
complaints, mechanisms, and complaints handling systems
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