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Abstract
Tourism industry is always recognized by the world as the fastest growing service industry in the
world and its scale is getting bigger and bigger. Among the tourism industry, the hospitality industry
accounts for half of the profit of tourism industry. Catering industry and hotel industry together are
called hospitality industry, which is the most crucial role in the tourism industry. The main purpose of
this research is to understand “the research of hospitality industry dealing with the crisis of the

customer’s complaints, according to documents, discussing and arranging the relative theories and
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researches about the customers’ complaints, hospitality industry and crisis management, etc. by having
depth interview with people working in hospitality industry, customers and etc. as objects to understand
the customers’ needs and the crisis management method when people working in hospitality industry
encounter the complaints from customers . This research adopts qualitative research depth interviews
survey, after analysis and discussion, proposing three conclusions: hospitality industry should
immediately listen to the customers and solves problems when facing customers’ complaints, foods
should be under effective management and value comprehensive education and training in hospitality
industry.

Keywords: guest complaint, hospitality, crisis management
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