


Samenvatting
Sinds de komst van Web 2.0 wordt online informatie steeds makkelijker door gebruikers gemaakt en gedeeld (Van Noort & Willemsen, 2011). Deze user generated content wordt in de vorm van bijvoorbeeld recensies veel gebruikt binnen online travel communities, waar communicatie tussen verschillende culturen plaatsvindt (Ayeh et al., 2013). Binnen dit onderzoek wordt gefocust op de online travel community TripAdvisor. 
Voor een hotelmanager is het belangrijk passend te reageren op recensies die op deze site worden geplaatst, omdat de hotels een imago hoog te houden hebben voor zowel de schrijver van de recensie als voor alle meelezers (O’Connor, 2010).
Binnen dit onderzoek is daarom gekeken naar het verschil in gebruik van reactiestrategieën op klachten op TripAdvisor door Zweedse en Spaanse hotelmanagers. Deze reactiestrategieën zijn gebaseerd op de strategieën binnen crisiscommunicatie door Coombs (2002), maar worden in dit onderzoek toegepast op webcare. Deze strategieën variëren van hoog (alle verantwoordelijkheid nemen voor de crisis) tot laag (geen verantwoordelijkheid nemen). De keuze voor Spanje en Zweden is naar analogie van eerder onderzoek van Taylor (2002) gemaakt op basis van de grote verschillen in uncertainty avoidance en power distance – op beide dimensies scoort Spanje veel hoger dan Zweden (Hofstede, 1984).  
Op basis van onderzoek van Koc (2013) en Laufer en Coombs (2006) werd verwacht dat landen met een hoge uncertainty avoidance, zoals Spanje, meer verantwoordelijkheid zouden nemen en dus hoge strategieën zouden gebruiken. Van landen met een hoge power distance werd verwacht dat deze meer aan face saving zouden doen, waardoor de strategieën ingratiation en denial/justification meer gebruikt zouden worden.
Uiteindelijk bleek het gebruik van de reactiestrategieën attack on the accuser en denial/justification significant te verschillen voor beide landen. Beide strategieën werden significant vaker gebruikt door Spaanse hotelmanagers. De verwachtingen voor dit onderzoek kwamen dus met name uit voor het gebruik van de strategieën waarbij weinig verantwoordelijkheid werd genomen.
Voor vervolgonderzoek is het wellicht interessant te kijken of de gemeten effecten voort kunnen komen uit een verschil in de vaardigheid van de Engelse taal van hotelmanagers uit beide landen, of welke andere dimensies van Hofstede eventueel bijdragen aan reactieverschillen. 

Sleutelwoorden: negatieve eWoM, TripAdvisor, online review, webcare, crisiscommunicatie.
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1    Inleiding
1.1 Aanleiding
Internet en sociale media zijn inmiddels niet meer weg te denken uit onze maatschappij.  Met de komst van Web 2.0 is het voor internetgebruikers veel gemakkelijker geworden om van zich te laten horen en hun mening met een grote hoeveelheid andere gebruikers te delen (Van Noort & Willemsen, 2011). Iedereen kan op verschillende manieren content maken en online delen (Jenkins, 2006). Deze zelfgecreëerde content wordt user generated content genoemd (Ayeh et al., 2013).

Naast dat user generated content veel te zien is op de bekende sociale netwerksites, wordt deze door gebruikers gecreëerde content ook veel gebruikt in de reizigerswereld (Ayeh et al., 2013; Cox et al, 2009). Dankzij de recente ontwikkelingen op het web zijn ook online travel communities en gerelateerde sites, waar reviews achtergelaten kunnen worden, groter geworden. Een van deze grote online travel communities is de website TripAdvisor. TripAdvisor is de grootste reiswebsite ter wereld: maandelijks bezoeken gemiddeld 390 miljoen gebruikers de website waarop meer dan 345 miljoen reviews staan (TripAdvisor, 2016). Volgens onderzoek van Gretzel et al. (2007) leest meer dan de helft van de reizigers online reviews van bijvoorbeeld hotels of attracties en baseert een groot deel hun keuze om een hotel of attractie te bezoeken op deze reviews.

Binnen online travel communities, waar mensen uit verschillende landen samenkomen omdat ze geïnteresseerd zijn in reizen, komen veel culturen samen. Doordat al deze culturen samenkomen, communiceren gebruikers met elkaar vanuit verschillende culturele achtergronden. Dit kan zorgen voor moeilijke situaties, omdat de gespreksdeelnemers vanuit verschillende perspectieven communiceren (Ten Thije & Maier, 2012). 

Ook binnen de online travel communities als TripAdvisor is er communicatie tussen verschillende culturen. Vooral voor hoteleigenaars op TripAdvisor die hun imago moeten bewaken, is de mening van de gebruikers van de website cruciaal. Het is daarom belangrijk voor hotels zo goed mogelijk te reageren op uitingen, en in het bijzonder op klachten, van gasten en hierbij rekening te houden met culturele verschillen, om zo de gasten en alle meelezers een positieve houding ten opzichte van het hotel te laten krijgen of behouden (O’Connor, 2010).

In dit onderzoek wordt ingegaan op de culturele verschillen in de manier waarop hotelmanagers reageren op negatieve reviews op hun hotels op TripAdvisor. De twee landen waar in dit onderzoek op ingezoomd wordt, zijn Spanje en Zweden. Uit onderzoek van Taylor (2000) blijkt dat deze landen sterk verschillen in hun manier van reageren op een crisis. In dit onderzoek zal nader worden bekeken of ook de manier waarop deze landen webcare inzetten, verschilt.

1.2 Theoretisch kader
Door de opkomst van user generated content en in het bijzonder electronic word of mouth is ook online klagen veel eenvoudiger geworden (Van Noort & Willemsen, 2011). Hotels kunnen hier makkelijk de dupe van worden, omdat veel mensen tegenwoordig online hun vakanties boeken en mogelijke vakantieverblijven bekijken. De recensies die hun voorgangers hebben geplaatst, hebben een grote invloed op hun beslissing (Sparks et al, 2010), want gebruikers achten content die gecreëerd wordt door andere gebruikers van de desbetreffende website vaak erg geloofwaardig (O’Connor, 2010). Doordat TripAdvisor recensies bevat van non-commerciële bronnen, hechten de bezoekers veel waarde aan deze recensies (Ayeh et al., 2013). 

Een negatieve review kan een bedreiging zijn voor wat Brown en Levinson (1987) face noemen. Om geen gezichtsverlies ten opzichte van potentiële gasten te leiden naar aanleiding van een klacht, is het belangrijk deze face weer te herstellen. Om weer gerespecteerd en geloofwaardig te worden bevonden is het adequaat reageren op de review van groot belang. Doordat de reactie op een review door zowel de klager als door alle overige TripAdvisorbezoekers gelezen kan worden, is (de manier van) reageren erg belangrijk voor het imago van het hotel (Gu & Ye, 2014; Heyers & Kapur, 2014). 

Onder andere O’Connor (2010) en Zhang en Vásquez (2014) deden al eerder onderzoek naar de strategieën die door hotelmanagers worden gebruikt om te reageren op online reviews. Hierbij besteedden ze echter geen aandacht aan culturele diversiteit binnen deze reacties, terwijl er ook juist binnen webcare in de reiswereld veel interculturele communicatie plaatsvindt. Goed reageren op negatieve electronic word of mouth kan grote effecten hebben voor het imago het hotel: de gast wordt zo tevreden gehouden of gestemd (Van Noort & Willemsen, 2012). Om dit effect te bereiken bij de gast, is het voor hotelmanagers belangrijk om culturele verschillen in acht te nemen.

Binnen onderzoek naar crisiscommunicatie is al wel gefocust op culturele diversiteit. Zo vergeleek Taylor (2000) hoe landen die verschilden op Hofstedes dimensies power distance en uncertainty avoidance reageerden op een crisis. 
Met power distance wordt de mate waarin een hogere baas zeggenschap heeft over het gedrag van zijn werknemers en vice versa bedoeld. Ook gaat het bij deze dimensie om de mate waarin ongelijkheid in organisaties of landen geaccepteerd is (Hofstede, 1984). Landen en culturen met een hoge power distance hebben vaak grotere welvaartsverschillen en weinig tolerantie voor het individu, terwijl bij landen of culturen met een lage power distance de inwoners vaak minder angst voor confrontatie hebben en een mindere mate van ongelijkheid. 
Met uncertainty avoidance wordt de mate van ambiguïteit die een samenleving kan verdragen bedoeld (Hofstede, 1984). Landen en culturen met een hoge uncertainty avoidance hebben vaak meer regels en structuur en zijn minder vatbaar voor veranderingen. Landen en culturen met een lage uncertainty avoidance zijn vaak toleranter voor afwijkende en/of innovatieve ideeën of gedragingen. 
Het onderzoek van Taylor (2000) liet zien dat mensen uit landen met een hoge power distance en hoge uncertainty avoidance heftiger en sneller reageerden op een eventuele crisis. Waar in de landen België, Frankrijk en Spanje – die hoog scoorden op deze dimensies – direct strenge maatregelen werden getroffen naar aanleiding van een bericht dat er Belgische kinderen ziek waren geworden door het drinken van Coca-Cola, ondernamen de consumenten in de Scandinavische landen – die laag scoorden op deze dimensies – niet direct actie.

De manier van reageren op een crisis is dus erg cultuurafhankelijk, en als organisatie is het daarom verstandig om rekening te houden houden met culturele verschillen. In de context van TripAdvisor zul je op basis van bovenstaand onderzoek verwachten dat een hotelmanager uit een cultuur met een hoge mate van uncertainty avoidance uit zal gaan van een hotelgast die niet erg vatbaar is voor verandering en graag de controle behoudt. Hierdoor kan het als hotelmanager handig zijn om zelf verantwoordelijkheid te nemen en de gast in zijn waarde te laten. Op basis van onderzoek van Laufer en Coombs (2006) kan worden verwacht dat er meer verantwoordelijkheid zal worden genomen door hotelmanagers afkomstig uit een cultuur met een hoge uncertainty avoidance: om de gast tevreden te houden, moet passend gereageerd worden. 
Volgens Koc (2013) zullen leden van een cultuur met een hogere power distance meer pogingen doen tot face saving dan mensen uit een cultuur met een lagere power distance. Dit heeft te maken met het verschil tussen superiors en subordinates. In de context van TripAdvisor gaat het dan om de klant als superior, en het personeel als subordinates: de klant is de persoon die opdracht geeft, en het personeel heeft voornamelijk als functie om deze opdracht te ontvangen en uit te voeren. 

Coombs (2002) stelde een lijst met mogelijke strategieën om te reageren op crises samen. Deze lijst bestaat uit 8 strategieën, die variëren van hoog (alle verantwoordelijkheid nemen voor de crisis), tot laag (geen verantwoordelijkheid nemen voor de crisis). Uit bovenstaand kort beschreven onderzoek van Laufer en Coombs (2006) en Koc (2013) blijkt dat de mate van power distance en uncertainty avoidance effect kan hebben op de manier waarop mensen vanuit een bepaalde cultuur verantwoordelijkheid nemen voor een ontstane crisis.
 
Vaak wordt gesteld dat strategieën binnen crisiscommunicatie ook bruikbaar zouden zijn voor webcare (Van Noort & Willemsen, 2012; Huibers & Verhoeven, 2014). Zouden er echter ook voor webcare zulke grote culturele verschillen zijn? Om dat te onderzoeken worden in dit onderzoek Spanje en Zweden vergeleken op basis van hun grote verschillen in power distance en uncertainty avoidance (zoals geciteerd in Bell Ross & Faulkner, 1998). Op beide dimensies heeft Spanje een hogere dan score Zweden (zie tabel 1), en ook in de analyse van Taylor bleken deze landen duidelijk te verschillen in hun manier van reageren (2002).  
Hoewel de theorie van Hofstede veelvuldig is bekritiseerd omdat de theorie cultuur te statisch zou neerzetten en culturele verschillen zou oversimplificeren (Signorini et al, 2009; Spencer-Oatey et al, 2009), is het een goed eerste uitgangspunt om verschillen te benoemen en zo verschillende landen te kunnen vergelijken. 

Tabel 1: Scores van Spanje en Zweden voor 2 culturele dimensies op basis van Hofstede, zoals af te lezen in Hofstede (1984, p.85)
	
	Spanje
	Zweden

	Power Distance
	57
	31

	Uncertainty Avoidance
	84
	29



1.3 Onderzoeksvraag
Gebaseerd op bovenstaande literatuur is de volgende hoofdvraag geformuleerd: Welke verschillen zijn er in de manier waarop Zweedse en Spaanse hotelmanagers reageren op klachten op TripAdvisor?

Vanuit onderzoek van Laufer en Coombs (2006) kan worden verwacht dat Spaanse hotelmanagers – wanneer zij vanuit een hoge mate van uncertainty avoidance aan hun gasten denken – een hoge mate van verantwoordelijkheid zullen nemen in een situatie van crisis. Daarom zullen ze vaker kiezen voor een hogere strategie van Coombs (2002), zoals full apology. Bij deze strategie neemt de hotelmanager de volledige verantwoordelijkheid voor de crisis op zich en biedt hij of zij excuses aan. 
Zweedse hotelmanagers zullen dan juist weinig verantwoordelijkheid nemen, omdat zij uitgaan van gasten met een lage uncertainty avoidance, die toleranter zullen staan tegenover innovatie en afwijkende ideeën: er wordt dan verwacht dat de gasten dus meer open zullen staan voor kritiek en een andere blik op de crisis. 

Wat betreft power distance wordt verwacht dat landen waarin deze culturele dimensie hoog scoort, meer zullen proberen aan face saving te doen (Koc, 2013). In Spanje is er sprake van een hoge power distance, waardoor verwacht wordt dat de strategieën ingratiation en denial vaker zullen voorkomen in Spaanse reacties dan in Zweedse, waar er een lage power distance is. 
Bij ingratiation wordt de nadruk in de reactie van de hotelmanager gelegd op de aspecten van het hotel die wel goed waren of normaliter altijd zijn, en bij denial wordt de crisis die de gast beschrijft volledig ontkend. Door een probleem te ontkennen of positieve aspecten van het hotel te noemen wordt de reputatie van het hotel hooggehouden en wordt er weinig gezichtsverlies geleden.
	
Op basis van bovenstaand onderzoek kunnen de volgende hypothesen geformuleerd worden:
Hypothese 1: In Zweden – een land met een hoge mate van uncertainty avoidance – zal de hotelmanager geneigd zijn veel verantwoordelijkheid op zich te nemen, en in Spanje – een land met een lage uncertainty avoidance – zal de hotelmanager vaker gebruik maken van een lagere strategie van Coombs (2002).
Hypothese 2: In Spanje – een land met een hoge power distance – zullen de hotelmanagers meer proberen aan face saving te doen, waardoor de strategieën ingratation en denial vaker voor zullen komen. 





























Methode van onderzoek
1.4 Corpus
[bookmark: _GoBack]Voor dit onderzoek zijn 80 Engelstalige reacties door hotelmanagers op negatieve reviews op TripAdvisor geanalyseerd. Hiervan waren 40 reacties van Zweedse hotelmanagers, en 40 reacties van Spaanse hotelmanagers. Voor elk land zijn er 20 reacties op klachten op 4 sterrenhotels en 20 reacties op klachten op 3 sterrenhotels geanalyseerd. De hotels waarbij de klachten en reacties zijn achtergelaten, werden geselecteerd op basis van een aantal criteria, die in paragraaf 2.2 zullen worden besproken. 

De Spaanse reacties op klachten varieerden van 16 tot 1117 woorden, de Zweedse reacties van 31 tot 286 woorden. De gemiddelde reactie van de Spaanse hotelmanagers was langer dan die van de Zweedse hotelmanagers (t(46)=2.20, p=.03). De Spaanse klachten waarop werd gereageerd varieerden van 42 tot 541 woorden, de Zweedse klachten van 32 tot 418 woorden. In de gemiddelde lengte van de klacht is echter geen verschil gevonden tussen de twee landen (t(78)= 1.43, p=.16).

Tabel 2: Gemiddelden (en SD) kenmerken hotels, klachten en reacties voor beide landen
	
	Spanje
	Zweden

	Gemiddeld aantal woorden klacht
	173 (135)
	135 (105)

	Gemiddeld aantal woorden reactie op klacht
	172 (177)
	108 (53,43)

	Gemiddeld aantal beoordelingen per hotel
	1416
	1064



1.5 Selectie corpus
Op TripAdvisor staan verschillende soorten vakantieverblijven, maar bij deze analyse is uitsluitend gekeken naar hotels. Deze hotels zijn systematisch geselecteerd en zijn voor beide landen gelijk verdeeld over het aantal sterren. 1 of 2 sterrenhotels zijn buiten beschouwing gelaten, omdat bij deze hotels de verwachtingen van de gasten wellicht lager zullen liggen, wat kan leiden tot het minder snel online delen van klachten. Bij 5 sterren zullen de verwachtingen juist heel hoog liggen, waardoor niet al te erge fouten al kunnen leiden tot een klacht en dus tot een andere soort reactie. Om te zorgen dat de verwachtingen van de gasten niet al te veel uiteenliepen, is er gekozen om alleen klachten en reacties van 3 en 4 sterrenhotels te bekijken. Bij deze hotels zijn de verwachtingen gematigd, waardoor er waarschijnlijk pas geklaagd zal worden als er een echt probleem is ontstaan. Voor het behoud van het imago van het hotel, is het op deze klachten belangrijk te reageren.

Binnen deze 3 en 4 sterrenhotels op TripAdvisor zijn hotels geselecteerd die door de gebruikers gemiddeld beoordeeld werden met 4 van de 5 bolletjes: hierbij stond 1 bolletje voor ‘vreselijk’ en 5 bolletjes voor ‘uitstekend’. De reacties die zijn geanalyseerd, zijn alleen de reacties met de beoordeling ‘vreselijk’, omdat dit klachten zijn waar wel op gereageerd moet worden. Het gemiddeld aantal beoordelingen per hotel per land van de hotels in het corpus is te vinden in tabel 2. Er zijn 40 reacties op klachten verzameld, en per hotel zijn er maximaal twee klachten geanalyseerd. In totaal zijn er reacties van 21 verschillende hotels gebruikt. 

De hotels die zijn gekozen bevinden zich in Madrid (Spanje) en Stockholm (Zweden). Hiervoor is gekozen omdat beide steden hoofdsteden zijn die daardoor vermoedelijk om overeenkomende redenen en met vergelijkbare verwachtingen worden bezocht – waarschijnlijk voornamelijk voor citytrips of voor werkbezoek. De lijst met alle hotels die bij dit onderzoek zijn gebruikt, is te vinden in bijlage 1.

1.6 Analyse-instrument
De reacties op de klachten zijn onder andere geanalyseerd met behulp van Coombs’ indelingen in strategieën (2002). Coombs onderscheidt acht verschillende crisis response strategies die normaliter gebruikt worden in de crisiscommunicatie. In dit onderzoek worden ze toegepast op webcare, en specifieker: op manieren waarop hotelmanagers op klachten kunnen reageren. 

De strategieën van Coombs zijn oplopend van geen tot alle verantwoordelijkheid nemen: attack on the accuser, denial, justification, excuse, victimization, ingratiation, corrective action en full apology. Deze categorieën zullen hieronder verder worden besproken, toegepast op webcare door hotels. Er zijn enige aanpassingen gedaan, omdat denial – waarbij het probleem wordt ontkend – en justification – waarbij het probleem wordt gebagatelliseerd – elkaar bij kwesties van smaak, zoals in webcare, grotendeels overlappen. Daarom is besloten deze twee in de analyse samen te voegen. Daarnaast is full apology opgesplitst in excuses zonder het nemen van verantwoordelijkheid en full apology, omdat tijdens een verkennende analyse bleek dat er een strategie ontbrak waarbij de hotelmanager wel excuses aanbood, maar geen volledige verantwoordelijkheid voor de situatie nam. Een volledig overzicht van deze categorieën is te vinden in tabel 3. 
Hiernaast zijn de volgende eigenschappen van de klacht genoteerd: de naam van de klager, de naam van degene die reageert, de lengte van de reactie, de lengte van de klacht zelf en de verhouding tussen de lengte van de klacht en van de reactie.  

Tabel 3: De indeling van de reactiestrategieën aangepast aan dit onderzoek, met voorbeelden
	Reactiestrategie
	Uitleg
	Voorbeeld

	Attack on the accuser
	De klager wordt door de hotelmanager geconfronteerd. Er is ook sprake van deze strategie als de klager volgens de crisismanager zelf iets aan het probleem had kunnen doen. 
	‘your first review at tripadvisor is at least weird’ (bijlage 3, reactie bij hotel 2)

	Denial / justification
	De hotelmanager ontkent het bestaan van de crisis, of het probleem wordt gebagatelliseerd. 
	‘this has nothing to do with cleanliness, on the contary’ (bijlage 4, reactie bij hotel 13)

	Excuse
	Het hotel acht zichzelf niet verantwoordelijk voor het ontstaan van de crisis en schuift expliciet de verantwoordelijkheid toe aan iets of iemand anders.
	‘however, the weather changed unexpectedly over the weekend to very low temperatures (we are sorry, but that is something that we cannot influence at all).’ (bijlage 3, reactie bij hotel 12)

	Victimization
	Zowel het hotel als de klager zijn slachtoffer van de crisis.
	‘it seems that there has been a misunderstanding’ (bijlage 4, reactie bij hotel 2)

	Ingratiation
	De hotelmanager herinnert de klager eraan dat andere faciliteiten of omstandigheden wel goed waren, of dat er normaal nooit over het onderwerp van de klager wordt geklaagd.
	‘usually we received compliments about him regularly.’ (bijlage 3, reactie bij hotel 8)


	Corrective action
	De hotelmanager meent dat de crisis in het vervolg zal worden voorkomen. Er is ook sprake van deze strategie als de hotelmanager zegt dat het besproken is met het team of ze de gast opnieuw uitnodigen om voor een goede ervaring te zorgen of om een verbetering te laten zien. 
	‘we look forward to welcoming you in the future so you can enjoy ongoing improvements we made [..]’ (Bijlage 3, reactie bij hotel 6)


	Excuses zonder het nemen van verantwoordelijkheid
	Het hotel biedt excuses aan, maar neemt geen verantwoordelijkheid op zich.
	‘i am really sorry to learn that you didn’t like the chair we have in our rooms.’ (bijlage 3, reactie bij hotel 3) 


	Full apology
	Het hotel neemt de verantwoordelijkheid voor de crisis op zich en biedt excuses aan.
	 ‘you are absolutely right. We should have organised a smooth and smart move to a higher floor once we were informed by you. My deepest apologies’ (bijlage 4, reactie bij hotel 2)



1.7 Procedure  
De klachten en reacties zijn na selectie nauwkeurig doorgelezen, waarna met kleurmarkeringen is aangegeven welke strategieën gebruikt werden. Om te kijken naar de betrouwbaarheid van het analyse-instrument, is er een tweede codeur ingezet om de reacties te analyseren.

Uit een interbeoordelaarsanalyse aan de hand van Cohen’s Kappa bleek dat de oordelen van de eerste en tweede codeur een aantal verschillen vertoonden (zie tabel 4). Bij denial en excuses zonder verantwoordelijkheid was de betrouwbaarheid wel voldoende tot goed, en bij full apology bleek de betrouwbaarheid redelijk. Bij ingratiation en corrective action bleek de betrouwbaarheid echter gering. Bij de andere strategieën was de betrouwbaarheid matig (interpretatie Cohen’s Kappa op basis van Landis & Koch, 1977). De resultaten van ingratiation en corrective action zullen dus met meer voorbehoud geïnterpreteerd moeten worden.

Op basis van de gemeten Cohen’s Kappa zijn de scores dus niet goed, maar een aantal categorieën kwam ook nauwelijks voor in het corpus. De lage Kappa kan dus deels worden veroorzaakt doordat de strategie überhaupt weinig voorkwam (Feinstein & Cichetti, 1990). Kijkend naar het percentage overeenstemming zijn de resultaten voor de categorieën gunstiger.

Tabel 4: Scores voor de interbeoordelaarsbetrouwbaarheid tussen eerste en tweede codeur
	
	Aantal reacties hetzelfde (N=27)
	Kappa
	Significantie

	Strategie
	21 (78%)
	0,29
	0,89

	Denial
	21 (78%)
	0,61
	0,001

	Excuse
	22 (81%)
	0,36
	0,08

	Victimization
	23 (85%)
	-0,06
	0,78

	Ingratiation
	16 (59%)
	0,12
	0,57

	Corrective action
	18 (67%)
	0,30
	0,19

	Excuses zonder het nemen van verantwoordelijkheid
	22 (81%)
	0,62
	0,001

	Full apology
	22 (81%)
	0,44
	0,16



Vervolgens is er met behulp van een Chi-kwadraattoets bekeken of er tussen beide landen een verschil was in de mate waarin de hotelmanagers gebruikmaakten van de verschillende reactiestrategieën.   













Resultaten
Voor 2 van de 8 strategieën bleek er sprake van een significant verschil tussen Spanje en Zweden in het gebruik van de reactiestrategieën. In tabel 5 is het totale gebruik van de strategieën te zien. 

Tabel 5: Gebruik van de reactiestrategieën door manager uit Spanje en Zweden. (Significante verschillen zijn gemarkeerd met een * (N: aantal waarnemingen)).
	
	Spanje
(N=40)
	Zweden
(N=40)

	Attack on the accuser *
	18
	5

	Denial/justification *
	19
	3

	Excuse
	9
	11

	Victimization
	1
	3

	Ingratiation
	20
	15

	Corrective action
	13
	16

	Excuses zonder verantwoordelijkheid
	21
	26

	Full apology
	7
	9



3.1 Attack on the accuser
Allereerst is er verschil gevonden in hoe vaak de reactiestrategie attack on the accuser is gebruikt door hotelmanagers uit beide landen (X2(1)=10.31, p=.001). Bij deze strategie wordt de klager door de crisismanager geconfronteerd. Er is ook sprake van deze strategie als de klager volgens de crisismanager zelf iets aan het probleem had kunnen doen. De Spanjaarden maakten veel vaker gebruik van deze strategie dan de Zweden (respectievelijk 18 en 5 van de 40 keer). 

Deze reactiestrategie kan op twee verschillende manieren worden gezien. Aan de ene kant wordt de strategie attack on the accuser toegekend aan een reactie wanneer de hotelmanager in zijn reactie vermeldt dat het probleem verholpen had kunnen worden als de klager het tijdens zijn of haar verblijf had vermeld (‘We wish you would have notified us directly that you were not satisfied, not only at check-out, since there is always a possibility to change rooms.’ – bijlage 4, hotel 4). Aan de andere kant kan er bij attack on the accuser ook sprake zijn van een van een directe belediging (‘Your first review at tripadvisor is at least weird.’ – bijlage 3, hotel 2). Bij het coderen en analyseren van de reacties op de klachten viel op dat de eerste manier van de strategie vooral voorkwam in Zweedse reacties, terwijl de tweede manier vooral te zien was in de Spaanse reacties.

3.2 Denial / Justification
Denial of justification werd significant vaker gebruikt door de Spaanse hotelmanagers (X2(1)=16.05, p< .001). In de Zweedse reacties werd er slechts 3 keer een klacht gebagatelliseerd of ontkend, tegenover 19 keer in de Spaanse reacties. 

Nadat in de Zweedse reacties denial of justification werd gebruikt, volgde altijd een excuus. In 1 geval was dit excuus in de vorm van victimization – waarbij in de reactie wordt genoemd dat zowel het hotel als de gast slachtoffer van de crisis zijn. Hierbij ging het om een communicatief misverstand. In de andere 2 gevallen was er sprake van excuses zonder verantwoordelijkheid (bijlage 4, hotel 1, 5 en 13). Een voorbeeld hiervan is als volgt: ‘[..] this has nothing to do with cleanliness, on the contary, we educate our entire housekeeping staff continually regarding theese issues. Again, I am very sorry and apologize for any unpleasantness You may have experienced during Your stay with us Please contact me directly if You wish any further explanations or want to book a room for another stay’ (bijlage 4, hotel 13). Hier is te zien dat het probleem ontkend wordt, maar direct daarna alsnog excuus wordt aangeboden voor de situatie.

In de Spaanse reacties volgde na slechts 7 van de 19 ontkennende reacties een excuus (bijlage 3, hotel 5, 7, 12, 16, 17, 18 en 19). In de meeste gevallen werd er echter slechts een probleem ontkend, zonder dat er excuses werden gemaakt. Bijvoorbeeld bij ‘Lorries during night? It is not a main road, there is no traffic at night in the street...’ (bijlage 3, hotel 2).

3.3 Excuse
Voor het gebruik van de strategie excuse is er geen verschil gevonden tussen Zweden en Spanje (X2(1)=.27, p=.61). Bij deze strategie neemt het hotel geen verantwoordelijkheid voor de crisis.

De reactiestrategie excuse werd in de reacties op twee verschillende manieren gebruikt. Enerzijds kan het hotel getroffen worden door bepaalde weersomstandigheden of technische storingen, waardoor de hotelmanager de verantwoordelijkheid bij deze omstandigheden legt en niet bij hemzelf (‘However, the weather changed unexpectedly over the weekend to very low temperatures (we are sorry, but that is something that we cannot influence at all.’ – bijlage 3, hotel 12). Anderzijds kan er ook vermeld worden dat de hotelmedewerkers ook maar mensen zijn die soms fouten maken, bijvoorbeeld ‘[..]unfortunately sometimes mistakes are made.’ (bijlage 4, hotel 10).

In het gebruik van de reactiestrategie excuse was er geen verschil tussen beide landen in de manier waarop deze strategie werd gebruikt. De verantwoordelijkheid werd in Zweden en Spanje ongeveer gelijk afgeschoven op externe omstandigheden en op het feit dat de hotelmedewerkers ook maar mensen zijn. Deze eerste vorm kwam bij beide landen wel veel vaker voor. 

3.4 Victimization
Voor het gebruik van de strategie victimization is er geen verschil gevonden tussen Zweden en Spanje (X2(1)=1.05, p=.31). 

Deze strategie werd over het algemeen weinig toegepast: in totaal 4 keer – waarvan 3 keer door een Zweedese hotelmanager en 1 keer door een Spaanse hotelmanager. In alle gevallen ging het hierbij om een misverstand, of iets anders wat de communicatie tussen hoteleigenaar en –gast vermoeilijkte. Een voorbeeld hiervan is te zien in bijlage 4, hotel 1: ‘It seems that there has been a misunderstanding’.
 
3.5 Ingratiation
Voor het gebruik van de strategie ingratiation is er geen verschil gevonden tussen Zweden en Spanje (X2(1)=1.27, p=.26). 

De betekenis van de strategie ingratiation kan echter twee verschillende richtingen op. Aan de ene kant is er sprake van ingratiation als er een aspect uit de klacht wordt herhaald waar de klager zijn tevredenheid over een bepaald kenmerk van het hotel uit (‘We are pleased that the hotel ubiación has been to his liking.’ – bijlage 3, hotel 13). Aan de andere kant is er ook sprake van ingratiation als de hotelmanager in zijn of haar reactie vermeldt dat de hotelgasten normaliter wel tevreden over het besprokene zijn (‘Usually we received compliments about him regularly.’ – bijlage 3, hotel 8).

In de Spaanse reacties werden beide richtingen ongeveer even vaak gebruikt, maar in de Zweedse reacties was de eerste manier van ingratiation veel vaker terug te zien in de reacties op de klachten  (11 tegenover 4 keer).

3.6 Corrective action
Voor het gebruik van de strategie corrective action is er geen verschil gevonden tussen Zweden en Spanje (X2(1)=0.49, p=.49). 

De strategie van corrective action is op te delen in 3 soorten: 
1. Verbetering zonder maatregel: Wanneer het hotel aangeeft dat ze zichzelf altijd verbeteren of graag een beter beeld geven bij een volgend bezoek, zoals ‘If you come to Madrid again, I will appreciate to give us a second chance and I will make sure that your stay will be a lot different from what you have experienced’ (bijlage 3, hotel 1).
2. Gesprek als maatregel: Wanneer er wordt aangegeven dat er is of zal worden overlegd met het team, zoals ‘Please rest assured that each detail you raise have been shared with the concerned Managers for further improvement (bijlage 4, hotel 11).
3. Specifieke maatregel: Wanneer er een belofte wordt gedaan dat er maatregelen worden getroffen of de maatregelen al getroffen zijn, zoals ‘We have changed recently our supplier of Internet to improve our service, we have already informed the technician to check the connection of the free wifi in public areas’ (bijlage 3, hotel 19).

Bij het toekennen van de reactiestrategie corrective action aan de verschillende uitingen, viel het op dat deze laatste manier meer werd gebruikt in de Zweedse reacties. Bij de eerste twee manieren was er geen duidelijk verschil op te merken. 

3.7 Excuses zonder verantwoordelijkheid
Voor het gebruik van de strategie excuses zonder verantwoordelijkheid is er geen verschil gevonden tussen Zweden en Spanje (X2(1)=1.29, p=.26). In de Zweedse reacties werd er 26 keer excuus aangeboden maar geen verantwoordelijkheid voor de situatie genomen, en in de Spaanse reacties 21 keer.

De reactiestrategie excuses zonder verantwoordelijkheid is vooral toegekend aan uitingen waarin excuses werd aangeboden omdat de gast andere verwachtingen van het hotel had, of het hotel en de gast niet bij elkaar pasten, zoals in de volgende reactie: ‘I'm sorry to hear that your room didn't fit you perfectly’ (bijlage 4, hotel 21). 

3.8 Full apology
Voor het gebruik van de strategie full apology is er geen verschil gevonden tussen Zweden en Spanje (X2(1)=0.31, p=.58). De strategie werd over het algemeen niet erg vaak gebruikt: in de Zweedse reacties kwam hij 9 keer voor, en in de Spaanse reacties 7 keer. 

In de Spaanse reacties ging het gebruik van full apology wel vaker gepaard met ingratiation of een bagatellisering van het probleem, zoals in de volgende reactie: ‘I personally apologize if the person at the front desk didn't understand at first what you were talking about, but she later advised the cleaning staff to have a look at your room and did what she was supposed to do.’ Bij de Zweedse reacties was hiervan in geen enkel geval sprake. 

3.9 Verschillen 3 en 4 sterrenhotels  
Om uit te sluiten dat bovenstaande resultaten te verklaren zijn door het verschil tussen 3 of 4 sterrenhotels, is getoetst of er tussen deze hotels verschillen zijn in het gebruik van de strategieën.

Voor het verschil in het gebruik van de strategieën door hotelmanagers van 3 en 4 sterrenhotels is alleen een resultaat gevonden in ingratiation (X2(1)=4.11, p=.04). Bij 3 sterrenhotels werd ingratiation 22 keer gebruikt, tegenover 13 keer bij 4 sterrenhotels. Op de rest van de reactiestrategieën bleek het verschil in gebruik tussen de twee hotelklassen niet significant, zoals te zien in tabel 6. 



Tabel 6: Verschillend gebruik van de reactiestrategieën door managers van 3- en 4 sterrenhotels. Significante verschillen zijn gemarkeerd met een * (n: aantal waarnemingen).
	
	3 sterrenhotels
(N=40)
	4 sterrenhotels
(N=40)
	X2

	Attack on the accuser
	12
	11
	(X2(1)=0.06, p=.81)

	Denial/justification
	10
	12
	(X2(1)=0.25, p=.62)

	Excuse
	12
	8
	(X2(1)=1.07, p=.30)

	Victimization
	1
	3
	(X2(1)=1.05, p=.31)

	Ingratiation *
	22
	13
	(X2(1)=4.11, p=.04)

	Corrective action
	14
	15
	(X2(1)=0.05, p=.82)

	Excuses zonder verantwoordelijkheid
	27
	20
	(X2(1)=2.56, p=.11)

	Full apology
	10
	6
	(X2(1)=1.25, p=.26)



























4 Conclusie
Met behulp van bovenstaande resultaten kan er een antwoord op de hoofdvraag gegeven worden: Welke verschillen zijn er in de manier waarop Zweedse en Spaanse hotelmanagers reageren op klachten op TripAdvisor? 

De resultaten kwamen slechts voor een deel overeen met de op de literatuur gebaseerde hypothesen. De hypothese op basis van het onderzoek Laufer en Coombs (2006) – een hogere mate van het gebruik van full apology voor de Spanjaarden, en een hogere mate van het gebruik van attack on the accuser voor de Zweden – bleek niet te kloppen. De Spanjaarden maakten juist significant vaker gebruik van de laagste strategieën van Coombs (2002) attack on the accuser en denial / justification (respectievelijk 18 tegenover 5 en 19 tegenover 3 keer). Voor full apology werd geen verschil gevonden: de strategie werd door de hotelmanagers uit beide landen bijna even vaak gebruikt (7 keer door de Spanjaarden, 9 keer door de Zweden). 

Vanuit het onderzoek van Koc (2013) werd verwacht dat er door de Spanjaarden vaker gebruikgemaakt zou worden van de strategieën ingratiation en denial, omdat er in Spanje sprake is van een hoge score op power distance. In het gebruik van de strategie ingratiation is geen significant verschil gevonden voor beide landen: de Spanjaarden gebruikten deze strategie 20 keer, de Zweden 15 keer. De Spanjaarden bleken echter wel significant vaker gebruik te maken van de reactiestrategie denial dan de Zweden: in de Spaanse reacties werd deze strategie 19 keer gebruikt, tegenover slechts 3 keer in de Zweedse reacties.

De verschillen in de manier waarop Zweedse en Spaanse hotelmanagers reageren op klachten op TripAdvisor, is dus vooral te vinden in het gebruik van attack on the accuser en denial/justification. Op basis van de resultaten binnen dit onderzoek kan gesteld worden dat Spaanse hoteleigenaars sneller kiezen voor de defensieve strategieën. Voor de strategieën van Coombs (2002) waar het hotel juist de volledige verantwoordelijkheid op zich neemt, is echter geen significant verschil gevonden. Er kan op basis van deze resultaten dus niet worden gesteld dat de Zweden vaker verantwoordelijkheid nemen voor hun acties, of andersom.








1. Discussie
De resultaten kwamen deels overeen met de hypothesen, maar pakten deels ook anders uit dan verwacht. Dit is op verschillende manieren te verklaren. 

Allereerst is het mogelijk dat de Spanjaarden en Zweden niet vanuit het perspectief van de hotelgast handelden, maar vanuit hun eigen perspectief als hotelmanager. Zo werd bij de Zweedse hotelmanagers bijvoorbeeld verwacht dat ze minder verantwoordelijkheid zouden nemen, omdat vanuit de dimensie uncertainty avoidance hun gasten toleranter zouden staan tegenover afwijkende ideeën. Maar in plaats daarvan maakten de Zweedse hotelmanagers veel vaker gebruik van de hogere reactiestrategieën: er werd vaak verontschuldigd en veel verantwoordelijkheid genomen. 

Bij de Spaanse hotelmanagers pakten de resultaten anders uit dan verwacht: wegens de hoge uncertainty avoidance werd er verwacht dat de Spanjaarden veel verantwoordelijkheid zouden nemen, aangezien verwacht was dat de hotelmanagers zouden reageren vanuit het perspectief van hun gasten.
Anders dan verwacht werd er juist veel gebruikgemaakt van de lagere strategieën van Coombs (2002): de Spanjaarden reageerden dus niet zoals ze verwachtten dat de gasten wilden, maar vonden het zelf (mede door de hoge uncertainty avoidance) niet fijn om verantwoordelijkheid te nemen. 

Een andere mogelijke verklarende factor die invloed zou kunnen hebben gehad is het verschil in Engelse taalvaardigheid tussen beide landen. Binnen dit onderzoek is alleen gekeken naar Engelstalige reacties op klachten op TripAdvisor. Voor (het grootste deel van) de Zweedse en Spaanse hotelmanagers is Engels niet hun moedertaal, en bovendien is de gemiddelde Engelse taalvaardigheid van de Zweden beter dan die van de Spanje (EF, 2014) Dit kan invloed hebben gehad op de manier waarop met name de Spanjaarden hebben gereageerd: de uitingen in de reacties kunnen anders zijn overgekomen dan ze in werkelijkheid bedoeld waren, doordat deze uitingen niet in een taal werden gedaan die zij volledig beheersten. 

Daarnaast zijn er meerdere interpretaties binnen de verschillende reactiestrategieën, zoals bij corrective action. Hierbij kan verbetering worden beloofd door de hotelmanager zonder hiervoor directe maatregelen te treffen, een gesprek of overleg als maatregel worden gezien of worden vermeld dat er direct maatregelen getroffen zijn. In sommige gevallen waren uitingen van hotelmanagers ook dubieus, zoals ‘We are evaluating the possibility of offering free internet in the future’ (bijlage 3, hotel 6). Dit is in dit onderzoek niet meegenomen als corrective action, omdat de uiting te abstract werd geformuleerd. Door te zeggen dat er eventueel in de toekomst de mogelijkheid zou zijn dat het hotel gratis internet aanbiedt, is er maar een kleine kans op een daadwerkelijk overgaan tot actie.
De hierboven genoemde soorten corrective action vallen nu in één categorie. Er valt dus een kanttekening te plaatsen bij het afbakenen van deze strategieën: wellicht zouden er bij een fijnmaziger analyse-instrument wel verschillen te zien zijn. Er moet dan echter wel rekening gehouden worden met het feit dat de interbeoordelaarsbetrouwbaarheid daaronder kan lijden.

In vervolgonderzoek zouden ook andere dimensies kunnen worden betrokken. In dit onderzoek zijn Spanje en Zweden gekozen op basis van Hofstedes culturele dimensies power distance en uncertainty avoidance. Maar zoals te zien in Hofstede (1984, p.85), verschillen deze twee landen ook sterk op de dimensie masculinity (respectievelijk een score van 42 en 5). Bij masculinity gaat het om wat mensen motiveert: de beste willen zijn (wat hoort bij masculinity) of aardig gevonden willen worden (wat hoort bij femininity) (Hofstede, 1984).  Bij een hoge mate van masculinity is er behoefte aan erkenning en verdiensten, en bij een hoge mate van femininity is er voornamelijk behoefte aan samenwerking en (het behouden van) een wenselijke omgeving. 	
Het is dus interessant om te kijken of er verschil is in het reageren op klachten, dat te verklaren is door de verschillende scores in masculinity en feminity. Op basis van de verschillen op deze dimensie zou verwacht worden dat lagere strategieën van Coombs (2002) meer gebruikt zouden worden door landen met een hoge score op masculinity, en hogere strategieën meer door landen met een lage score op deze dimensie. Wanneer er meerdere landen bij het onderzoek worden betrokken, is het interessant om te kijken naar welke dimensies bijdragen aan welke verschillen in reageren. 

Met behulp van dit onderzoek zijn we een stap verder binnen het onderzoek naar culturele diversiteit in webcare.  Naast het feit dat twee van de acht strategieën daadwerkelijk significant verschillend werden gebruikt door Zweedse en Spaanse hotelmanagers, zijn er ook binnen het kwalitatieve onderzoeksdeel aspecten opgemerkt die in vervolgonderzoek kunnen worden uitgediept. 
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Bijlagen
Bijlage 1: Overzicht hotels

	Madrid, Spanje
	Stockholm, Zweden

	1. Petit Palace Lealtad Plaza (****)
2. Clement Barajas Hotel (****)
3. Only YOU Boutique Hotel (****)
4. Hotel Preciados (****)
5. Hotel Atlantico (****)
6. Hotel Paseo del Arte (****)
7. Catalonia Las Cortes (****)
8. Maydrit Hotel (****)
9. Axor Feria Hotel (****)
10.  Petit Palace Santa Barbara (****)
11.  ApartoSuites Jardines de Sabatini (***)
12.  Praktik Metropol (***)
13.  Hotel Regina (***)
14.  Hotel One Shot Prado 23 (***)
15.  Ibis Styles Madrid Prado (***)
16.  Principe Pio Hotel  (***)
17.  Room Mate Oscar  (***)
18.  Petit Palace Puerta del Sol (***)
19.  Travelodge Madrid Alcala (***)
20.  Cason del Tormes (***)
21.  Tryp Madrid Gran Via Hotel (***)
	1. Birger Jarl (****)
2. Story Hotel Riddargatan (****)
3. Scandic Sergel Plaza (****)
4. Hotel Skeppsholmen (****)
5. Hotel Hellsten (****)
6. Nordic Light Hotel (****)
7. Nordic C Hotel (****)
8. Hotel Drottning Kristina (****)
9. Hilton Stockholm Slussen (****)
10. Mornington Hotel Stockholm (****)
11. Hotel Hellstens Malmgard (***)
12. Scandic Upplandsgatan (***)
13. Crystal Plaza Hotel (***)
14. Clarion Collection Tapto (***)
15. Scandic Continental (***)
16. Scandic No. 53 (***)
17. Comfort Hotel Stockolm (***)
18. Clarion Hotel Amaranten (***)
19. BEST WESTERN Kom Hotel (***)
20. Ibis Styles Stockholm Odenplan (***)
21. Scandic Norra Bantorget (***)













Bijlage 2: Legenda

1. Attack on the accuser
2. Denial / justification
3. Excuse
4. Victimization
5. Ingratiation
6. Corrective action
7. Full apology
8. Excuses zonder verantwoordelijkheid 
9. Het tonen van emotie


























Bijlage 3: Analyse van de reacties - Spaanse hotels

	1. Petit Palace Lealtad Plaza (****) – Madrid, Spanje
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g187514-d3476554-r439495944-Petit_Palace_Lealtad_Plaza-Madrid.html#
Link 2: https://www.tripadvisor.nl/ShowUserReviews-g187514-d3476554-r225383785-Petit_Palace_Lealtad_Plaza-Madrid.html#mtreview_225383785

	Klacht 
“Pretty appearance but Lousy stay/staff”
What I liked:
1. Location was good as it is near the Madrid Prado Museum and it is located on a quieter neighbourhood. 
2. The decor is nice and the room is a big squarish room ideal for 2 persons only. (The sofa opens up as a bed for another 2 persons but doing so eats up most of the space in the room and the whole place becomes very cramped).

What I disliked:
1. It is not near any metro station so it is a good 15 minutes walk to the nearest station.
2. The floor boards are creaky and is disturbing to someone else trying to sleep in the room. 
3. The room does not have its own air-conditioner - a major, major downside. Here in winter, the central heating is too warm and stifling so one has to open the balcony doors to let in fresh cool air. But this means letting in the street noise and even though the hotel is on a quieter street, all noise on the street is terribly loud. On our first night, we were kept awake by a child crying incessantly. On the second night, the rubbish truck doing its round early in the morning woke us up. I was only too happy that we used the hotel only late at night and were out early in the mornings. 
4. The shower has no door and this would inadvertently wet the entire WC and WC area. 
5. The reception staff - they were the most unfriendly we have met in all 6 accommodations we stayed in Spain. Totally unhelpful and sulky when approached.  
I'm NEVER ever going to stay at another Petit Palace accommodation again.
	Reactie op klacht
Dear Duke_Singapore

Thank you very much for your time, we always appreciate our guests’ personal feedback, it is very useful to improve our services, but I admit I am somewhat shocked after the hundreds of fantastic reviews and compliments we do receive everyday, specially about the great service provided by the team.

I have checked with my colleagues and my understanding is that everything was ok during your stay. I am sure if we had heard from you during your stay I would have had the opportunity to resolve the issue to your satisfaction so that you would have been able to enjoy the remainder of your stay.

At Petit Palace we take guest satisfaction very seriously, clients are our priority and we put all our passion to make of your stay a memorable one. I would be most than grateful if you could contact me directly (at tatiana.moya@petitpalace.com) to discuss your experience in detail, so that we might understand further. 

Regarding to the air conditioning system, it depends on the season. Our hotel is not able to have connected at meantime hot and cold air because of having only one air vent.Mid-November in Madrid is a cold city and for that reason the heating is ON instead of the AirCon. 

Overall I do hope you had an enjoyable time in Madrid and It would be amazing if you have us the opportunity to welcome you back to the hotel son.

Best regards
Tatiana Moya (Hotel General Manager)

	Klacht 
“Terrible hotel & Does not deserve a 4* rating”
My family and I visited this hotel in August 2014 and was disappointed it lacked of basic amenities. Its a very poor hotel and I will definately not be returning to this hotel or its chain. This hotel should be 2 or 3 stars not 4 stars as it claims. 

Disadvantages:

1. No tea and coffee making facilities in the room. So if you like a cuppa, be ready to fork out €10 for 2 cups of tea and 2 toothpick like biscuit spoons from room service.

2. The mattrass was as hard as the floor. I might as well have paid to sleep on a floor. We all woke up with backache and couldnt wait for our 5 days to pass quickly.

3. Continental breakfast was served in a tiny breakfast room but most of the items were out of a tin. The only foods actually cooked were the eggs and bacon. All others were sadly from a tin. Processed hotdog sausages, tin fruits, rock hard rolls that can break a jaw. I left breakfast with a saw tongue and jaw as a result. Melons were fresh but sadly I picked up a suggy apple one morning. Baked beans was swimming in so much juice, you can tell its being watered down with gallons of water.

4. There is no restaurant or bar in this hotel just a breakfast and room they call restaurant. So if you and the kids are hungry at nite nothing to nibble except you have your snacks. There is over priced room service. Sandwich is €12.

5. Poor staff who hardly understand English and uneducated about the surrounding with the exception of a gentleman who was well travelled and very fluent in English.

6. Poorly furnished lounge area and out dated deco in hotel and bedroom.

7. Over rated and overly priced.

8. Bathroom layout is absolute rubbish as theres always a flood due to no shower door so we resulted to laying towels on the floor daily.

9. Kids were bored cos no kiddies channel to watch even in spanish. There was Spanish Canes channel which aired cartoons from 8-12 and thats all.

Advantages are very few:

1. Free Wifi for paying guests.
2. Daily cleaning of the room although toilets are not cleaned to a high standard, as we still smelt urine after the cleaner left.
3. Close to city centre and other eating houses
4. Close to airport
	Reactie op klacht
Dear Hothenzy:

Firstly thank you for writing a review and sharing your experience. It is only with our guest’s feedback that we can continue to improve. We usually take great pride in our service and attention to detail and I would like to offer my sincere apologies that we did not live up to our high standards on this occasion. I was very disappointed to read your experience with us was not to the standard we strive to achieve.

On a positive note I am delighted to hear that you find the Service of the Free WIFI and the location very convenient. 

If you come to Madrid again, I will appreciate to give us a second chance and I will make sure that your stay will be a lot different from what you have experienced.

Best regards,

José Mª Sánchez
General Manager
Petit Palace Lealtad Plaza




	2. Clement Barajas Hotel (****) – Madrid, Spanje
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g187514-d571096-r269688141-Clement_Barajas_Hotel-Madrid.html#
Link 2: https://www.tripadvisor.nl/ShowUserReviews-g187514-d571096-r355916011-Clement_Barajas_Hotel-Madrid.html#

	Klacht 
“Rock Hard Unusable Beds”
[image: ]We spotted it too late - the bed problem at this hotel, which came up several times in 'Room Tips' rather than main 'Reviews'.

They have a problem and they know it. Rock hard mattresses that are painful, not comfortable and hence unusable (for our one night stay before catching a 28th April flight out of Madrid). We complained after we arrived and said we couldn't use those mattresses. We wanted to leave BUT they didn't ask why. Only when I said 'Do you want to know why we are going?' did I tell them and they offered another room with, they said, new 'different' mattresses (they know they have a problem). We checked those out but they didn't seem much better so we said we were leaving. AT NO POINT did they offer a refund. They know they have a problem and should have refunded us. I am requesting a refund of our booking fee. In the UK these beds would come under the heading of 'not fit for purpose'. Others beware.

Roger Rees,
UK
	Reactie op klacht
Dear Customer, 
our martresses are first quality Spain company product. You stayed all night and when checking out you wanted the room for free, we changed your room where the bed is different and you did not like it as well. 

We do not have 8,5 value at booking.com or 4/5 at tripadvisor if we had that bad quality beds.


	Klacht 
“Ridiculously noisy!'
Clement Barajas Hotel has to be the noisiest hotel I have ever stayed in. Lorries loading and unloading and driving up and down ALL night. The windows must be extremely poor quality too as although they are shut sound like they are wide open. Other than that clean and tidy with friendly staff. What a shame!
	Reactie op klacht 
Dear Sir, 
We never received a complaint about noises at rooms. Windows are good quality indeed, I am really surprised about your comments... Lorries during night? It is not a main road, there is no traffic at night in the street...
Your first review at tripadvisor is at least weird.



	3. Only YOU Boutique Hotel (****) – Madrid, Spanje
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g187514-d4719800-r237865132-Only_YOU_Boutique_Hotel_Madrid-Madrid.html#
Link 2: https://www.tripadvisor.nl/ShowUserReviews-g187514-d4719800-r237865132-Only_YOU_Boutique_Hotel_Madrid-Madrid.html#

	Klacht 
“Old Building has plumbing issues”
[image: ]Traveled to Madrid with Business Colleague. Stayed for 5 nights. Each of us had to be moved form our original rooms. Old buildings that are decorated very nicely but underneath it is still an old building. I had water stream down my walls from the shower in the room above. I would not recommend this hotel

	Reactie op klacht 
Dear Mr RickBlane,

The team would like to thank you for taking the time and effort to write this review.

It is with regret that the team had to move you to another room due to the issue you experienced. In order to fix that it, our Engineering team had to go inside the room to carry out some works, reason why the Welcome Desk team offered you a new room for the rest of your stay. We are happy to announced you that the issue was fixed the very next morning. The building has been perfectly remodeled and refurbished.

We would like to apologise for the inconvinience this may have caused you.

Should you be back in Madrid anytime soon, we would like you to see you again in the Only YOU Hotel & Lounge!

Kind regards,

Guest Relations Manager

	Klacht 
“All form...No Function”
I have stayed at numerous hotels so far this year and this was by far the worst! I was on a 2-week business trip in Europe accompanied by my wife. We decided to spend one of the weekends in Madrid, Spain. A beautiful city. The Only You Hotel was recommended by a colleague as a nice quite place to stay near the center of the city. It was that along with a very trendy bar, BUT the room was completely dysfunctional.

There was no comfortable chair in the room. No storage for belongings. No tea pot/coffee maker and POOR ... I mean downright difficult to get Internet service. The staff brought a Mi-Fi device to the room in order to get connected and the first one didn't work. 

I asked for a second chair as the two of us were staying in the room and they brought another straight-back chair. Guess their guests like to sit on the bed or floor. OK - we're not the target market for Only You. If you like some of the standard conveniences mentioned above that were not included in the hotel room (@ 220 EUR per night) stay somewhere else!!
	Reactie op klacht
Dear bablondi,
Thank you very much for taking the time to share your opinion with the Tripadvisor community.
I am glad to read that you enjoyed our bar. As you say is really trendy and you can find real "madrileños" enjoying a drink or cocktail every night.

On the other hand I am really sorry to learn that you didn't like the chair we have in our rooms.
On your next stay please try one of our Only YOU Secrets. This special rooms offer a nice sofa.

I would like to know a little bit more about your stay with us to investigate what happened with the wifi in your room. 
I hope the wifi device we lent you worked and you could enjoy internet access not only in the hotel but in the city.

We will keep improving everyday and I hope you give us the chance to show you the real Only YOU experience.

Best regards

Guest Relations Manager









	4. Hotel Preciados (****) – Madrid, Spanje
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g187514-d232819-r143849325-Hotel_Preciados-Madrid.html#
Link 2: https://www.tripadvisor.nl/ShowUserReviews-g187514-d232819-r181526133-Hotel_Preciados-Madrid.html#

	Klacht 
“Disastrous”
This was my last stop in a two week trip of Spain. I had read such great reviews of this hotel, I decided to spend the extra to stay in such a highly rated hotel. Unfortunately, that did not happen. I made reservations in four other hotels in Spain. All of them were smaller, more boutique establishments that were less expensive. This was the only one who could not honor their commitments. 

Despite my confirmation, this establishment chose not to honor my reservation. They informed me that I would not be staying with them on the day I was to check in via email at about 12:30 pm. I was in route traveling, and I did not learn of their decision until I arrived. They apologized, but they never answered the question of why my reservation was not being honored. 

The rebooked me into another hotel, which they said "was better with a better room". Again, for some foolish reason, I believed them. It wasn't. The rebooked me into a hotel, with the same rating, but one that was on the noisiest street in the area. I let hotel preciados know, repeatedly, I was not happy with the arrangement, and for the first three email exchanges, they washed their hands of the situation. 

In their mind, they put me in a hotel that cost the same, so to them it was the same. However, the reason the new hotel cost the same was they booked me into a ridiculously large room, which made the prices the same. When planning the trip, I had looked at the hotel they rebooked me into, and the price for the standard room (for a single traveler) was 61 Euros a night cheaper. If I had booked at this new hotel originally, I could have saved $80 a night. Instead, I had to pay this extra due to hotel preciados' mistake.
I became so frustrated with hotel preciados' inability, or unwillingness, to offer any meaningful correction, I eventually had to ignore them completely. With every frustrating exchange I had with them, they made me angrier and angrier. I was on vacation, and this was the last thing I needed. It was not until returning home that I bothered to check their latest email, which was an invitation to come back to their hotel. Thanks, but I'll pass.

I know my one rating will not have significant impact on the overall score for this hotel. I am sure that this hotel will respond with some lavish apology or note to explain their side of the situation. In case they do decide to respond, let me ask the questions I have asked them repeatedly in email, which they have failed to answer:

1. If you didn't want me at your hotel, why did you accept my reservation?
2. If you were going to cancel it, why did you wait till five hours before I checked in, denying me the chance to find a place that would be acceptable to me?
3. When I let you know I wasn't happy, why were you unwilling to make this situation better?

Mistakes will happen. What you do to correct them defines you as a person or an organization. This establishment failed.
	Reactie op klacht 
Dear guest
Following your opinion you have included in TripAdvisor, please note we are really disappointed and very sad with your comments ,
It is true that we had to send to another Hotel becasue we have some problems in few rooms,but you booked a single room with us this room has 8m2 , it´s interior and we booked a much better room in another hotel, the same categorie as our hotel, 4 stars in the same area, only a few metres from us ,a Premiun room with 20 m2 and more services with the same rate of us. It was impossible to get this kind of room per 60 € in that hotel that you wrote in yor review. We try many times contact you and you never call back us, we just decided to get a room with us but it was impossible contact you.

I can understand your disgust but with your review is over and the only thing that is harming attemp.

Best regards
Javier Calle


	Klacht 
“What does a stay at a 4-star hotel mean to you? Ghosts or Preciados”
I spent a weekend at Preciados, and on the last day, I noticed that my nightdress was missing. It was fairly expensive sleepwear purchased in London earlier this year and something that I truly liked for its quality and style. As it was white I assumed that it was just mistakenly taken with the bed sheets and that I would have it returned the following morning. Well, it turned out that I was wrong. The hotel was not able to find it by the time of the check out, but I was assured that it would be sent to me as soon as it was found. As I did not hear from the hotel int he following week, I sent an e-mail of inquiry and I was told that the nightdress was not found, and that I should send a receipt for it in order to get reimbursed. When I informed Mr [--] the hotel manager, that I do not have the receipt any more, my e-mail was just left unanswered. When I informed him in the following e-mail that I would share this experience on the travel websites, I was accused of "blackmailing the hotel".
The fact that property went missing in a 4 -star hotel is highly unusual, that fact that it was never found is disappointing, but a complete denial of of the hotel's responsibility for it, combined with an insulting content and tone of Mr [--]'s e-mail are just appalling and violate all standards of professional business communication. Following his e-mail, I requested reimbursement for the lost property and an apology rom the hotel. Neither of the requests has been fulfilled. If you choose to stay at Preciados, please make sure that you lock away everything of value every time you leave your room just in case the "ghost" of Preciados is awake. Alternatively, have your "portfolio" ready with all the receipts for everything that you bring to the hotel. Or maybe just stay somewhere else where you and your property will be respected, safe and comfortable. (P.S. In the original review that I posted on Travel Advisor a few days ago, I included a direct quote from Mr [--]'s e-mail of which I informed him via e-mail. After that I got a notice from Travel Advisor that my review had been removed because it contained quotations from outside sources. I would be most happy to provide the original text of Mr [--]'s correspondence to any reader interested in it.)
	Reactie op klacht
Guest

It's maddening to read your comment, reading so many lies and false reality.


Javier Calle




	5. Hotel Atlantico (****) – Madrid, Spanje
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g187514-d227459-r287795722-Hotel_Atlantico-Madrid.html#
Link 2: https://www.tripadvisor.nl/ShowUserReviews-g187514-d227459-r142943797-Hotel_Atlantico-Madrid.html#

	Klacht 
“Hotel for Smokers”
[image: ]Be aware that this hotel has only smoking rooms. Even though they advertise each rooms as non-smoking, all have at least 3 ashtrays and smell of smoke. Additionally, the rooms are very tiny and old. I have no idea how this hotel ended up being No.6 on tripadvisor for Madrid, I would assume there are at least 100 better hotels.

	Reactie op klacht 
Dear Patrick Bateman.

First of all thank you for staying with us. We are sorry to hear about the different troubles you had to go through during your stay. Our rooms are non-smoking and we have ashtrays as part of the decoration, not for smoking. In each ashtray you can find a No Smoking sign. We would like to apologize for not exceeding your expectations and we hope that you will consider staying with us again so that we can have another chance to provide you with a superior experience. 

Sincerely,
Eva Garcia
Assistant Director

	Klacht
“RUN AWAY!”
Probably my worst stay in a 4* hotel ever. I'm hesitating between 0 and 1. Things that went well:
- location is excellent
- lady at the breakfast was nice and helpful.

Things that went wrong:
- hotel shuttle is free: put prefer any other transportation. It was scheduled to leave at 4.00. It arrived at 4.05 - fair enough... But we only left the airport at 4.30! So I missed my first meeting... The vehicle is scary - so old and unmaintained that it might fall apart any day!
- welcome very abrupt and total lack of warmth
- the first room that was given to me was a total scandal: no opening at all (or on a wall?), very worn out furniture - undecorated, and bathroom from the 1970s. Probably even worse than than any youth hostel or nun's room... I requested another room.
- The second room was a tiny bit better, but still no daylight (and I had to stay 4 nights). Good thing is, you sleep well since you never know if it is day or night. The room smelt really bad all of my stay, but there supposedly wasn't another room available. I had booked months in advance and requested a high floor. I don't know why it wasn't taken into consideration.
- Phonic insulation is non-existent: I was lucky I didn't have any neighbours the first nights, but the last two, I had the impression I slept with my snoring neighbours, walls are so thin!
- First morning: pouring rain over Madrid. I kindly asked for an umbrella (4 stars, come on!). Answer of the receptionist: "Sir, it's raining, of course we don't have umbrellas any more." Am I stupid, I would have gotten an umbrella if it was warm and sunny outside!!
- Breakfast is ok, nothing more. Service is poor. The lady is kind and willing, she's doing her best, but she can't cope with everything by herself. So many customers complained and had to use dirty tables to have their breakfast.
- Bar: probably the worst of it: waiter insulting and obviously unwilling to help. I went for a drink and had to leave without. The guy wouldn't answer my questions (I asked for a cognac and never got to know if he had any). He just mumbled and pointed. I wasn't apparently worth looking at and talking to. Then the six people behind me had to leave as well because he told them "Now I'm closed".
Conclusion: I will never go there again and certainly wouldn't recommend it to anyone. I tried to explain what when wrong on check-out, but the receptionist "didn't have time right now", and it was "the manager who decides to use horrible rooms and save on staff costs"... :-o
	Reactie op klacht
Dear Centau.

Thank you very much for letting us know your inconveniences regarding your stay at the Hotel Atlántico and we appreciated the time you have taken to bring this matter to our attention.

Please accept our sincere apologies for any discomfort this may have caused and please make sure that your comments have been passed onto the appropriate department for corrective action.

Your feedback is a vital part of our business and it is through your constructive comments that we are able to improve the service we offer guests in our hotel.

Finally I appreciate you have enjoyed our location and the lady at breakfast.

We would like to thank you again for bringing this matter to our attention and we do hope you will allow us the opportunity to be of service to you again on some future occasion.

Faithfully yours,
Eva Garcia




	6. Hotel Paseo del Arte (****) – Madrid, Spanje
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g187514-d609561-r148024854-Hotel_Paseo_del_Arte-Madrid.html#
Link 2:	https://www.tripadvisor.nl/ShowUserReviews-g187514-d609561-r157504158-Hotel_Paseo_del_Arte-Madrid.html#

	Klacht 
“Avoid this hotel at all cost”
[image: ]We were attracted to the hotel by a special offer that we regret having accepted. We do not understand the good reviews of this hotel, so read this review before going to there. You have been warned!

Room: CHEAP! The bed has one ultra-hard mattress and it ice-skates over the floor. So impossible to lean backwards on the wall because the bed will slide forward! (No way to attach together our two beds to mitigate the skating effect.) Guests with tender backs - you have been warned. "Reading" light not very useful. The TV is small and mounted at an angle toward the ceiling so it looks even smaller. Not a single drawer in the whole room. Fridge available but no hot-water kettle.

Bathroom: Reasonably good with lots of table-space but no receptacle for hand-soap. Shower is good. Large bidet but small WC with not enough leg-room (bidet more important?). Evacuation grill non-mechanized so room is sauna-like after a good hot shower (required as back first-aid after a night on this bed).

Breakfast: Good, although something we ate on our last day caused an upset stomach. If you wish to take left-overs to your room, the staff doesn't like it (first time in our life that we were told so).

Reception: Nice and smiley receptionists, although not accurate as for information (better ask at information - Infotur - in the city). We asked and received permission to leave our room at two o'clock, but this wasn't entered into the computer.

ATTENTION: Check your bill well before leaving the hotel. We never put anything on our room-tag in order to speed our departure. Yet the hotel computer showed an extra breakfast and a drink at the bar, and we had to get pretty angry to have it cancelled.
	Reactie op klacht 
Dear Guest:

We thank you very much for your feedback, your comments will help us to improve.

We have taken good note of all the points you mention and the staff involved has been informed about your appreciations, as we work accurately to reach the standards of quality we desire for all our guests.

We look forward to welcoming you in the future so you can enjoy ongoing improvements we made thanks to the feedback from our customers.

Best regards


	Klacht 
“Want Internet? Pay them 4 euro per hour / or 12 euro per day”
The reception was very unhelpful when I told them that my booking included wireless Internet service. They wanted me to pay 60Euro for Internet use for 30 days. That is highway robbery. Don't stay at this hotel unless you want to pay through the nose for internet use. Management was unprofessional. When I asked about breakfast, they curtly told me that it was not free, as though implying I would not be able to pay itm or I shouldn't expect any freebies (on account of m y complaint). I had to speak to two people to get my Internet problem resolved, and ended up having to pay 30 euro anyway if I wanted to be connected. Plus, when I tried to contact expedia to sort things out, the receptionist just handed me he phone and did not help me dial, even I asked her three times how I dialed a number in Belgium, where I live. The hotel is more like. 2.5 stars with the service of third-rate lodgings. Location is the only thing it has going for it.
	Reactie op klacht 
Dear guest,

We really appreciate your comments. Your opinion are of great value and allow us to improve our standards of quality and service.

We are evaluating the possibility of offering free internet in the future. 

Best regards




	7. Catalonia Las Cortes (****) – Madrid, Spanje
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g187514-d599363-r332512989-Catalonia_Las_Cortes-Madrid.html#
Link 2: https://www.tripadvisor.nl/ShowUserReviews-g187514-d599363-r158053632-Catalonia_Las_Cortes-Madrid.html#

	Klacht 
“AVOID THIS HOTEL - MONEY STOLEN FROM ROOM”
We had our money stolen from my bag in our hotel room, while we were out. When we tried to raise the issue with the hotel manager they had a don't care attitude. If you are looking at a hotel to stay in Madrid, this is certainly NOT the hotel I would recommend. PLEASE STEER CLEAR OF THIS HOTEL.
	Reactie op klacht 
Dear Mr. K,

Thank you for posting your opinion again of our hotel here at Las Cortes. While your complaint is the same as before, you mention that you spoke with the Hotel Manager , or myself, during your stay. I remember your case very well, because the recepcionist told me about it after your complained durung your check-out. As i said in my previous reply, I apologize for any confusion about disappeared money, but i will say again that i have complete trust in my staff here at Las Cortes. The woman who cleaned your room during your stay has worked with us for 10 years , and she has cleaned on average 15 rooms a day; rooms that have contained jewelry, money and other valuable things.Your accusation is the first we have ever received concerning her, and the fact that there is not any proof to the effect that your money disappeared in this hotel makes me stand by my employees even more. Hotels Catalonia trusts fully in its employees , and i repeat my invitation to come back to our hotel during your next stay in Madrid to try out our services once more and regain your confidence in us.

Best Regards
Paula Camblor
Manager

	Klacht 
“Absolute frustration”
[image: ]Pillows for a dogs. Dirty bed linen (hairs) and no aeration in the room at all. So it smells as a toilet inside. Poor WiFi. Overpriced significantly. I left the hotel after one sleepless night... Sorry but I would never recommend it to anyone. When I said that I want to leave them immediately, they even did not ask why...
Does it mean a normal course of business?..

	Reactie op klacht 
Dear Customer

Greatly regret his comments about our Hotel.
I would like to know that our quality is excellent, and that both cleaning and linen change is done daily.
No one at the hotel know of your stay, and your complaint, as if we have been advised, at that moment we had we offered all our help.
Catalonia Las Cortes strives to maintain our High standars and always looking for ways to improve .

Kind Regards

Paula Camblor
Manager



	8. Maydrit Hotel (****) – Madrid, Spanje
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g187514-d1153301-r197454434-Maydrit_Hotel-Madrid.html#
Link 2: https://www.tripadvisor.nl/ShowUserReviews-g187514-d1153301-r163089530-Maydrit_Hotel-Madrid.html#

	Klacht 
“My bad experience”
I had similar experience with "Frac" posted on March 07. 

I contacted this hotel for a shuttle bus when I arrived the Madrid airport. A lady from the hotel answered me that we will send a shuttle in 20 min even I did not make a reservation for the shuttle. I was waiting for the shuttle for 30 min, but it did not appear, so I called the hotel again, and different lady, who is a manager of reception, picked up and said that we do not have your reservation! I explained her the situation, and she said that we will send you the shuttle in 20 min, so I was waiting for another 30 min, but did not come!! I called again, and the same lady manager picked up, and she said that we will send you right away. After an additional 20 min (total 30+30+20=80 min), the shuttle finally came, but no apology at all. I complained the situation to the lady manager after arriving the hotel, but she said that we had many passengers and needed to pick them up at the airport (of course, no apology from her at all). It takes for about 10 min from the airport, and I did not see the shuttle passed by in front of me even one time while I kept waiting it at right place for all the time!! I fed up to talk with her anymore after hearing such poor execute.

She also gave me unexpected service about an a address on receipt at the same time of my check-in. When I requested her to prepare the receipt under company name and address (because I stay for business trip from outside Europe), but she said that we need your company number (something like VAT number?), otherwise we issue under your personal address. I do not know what it was or what she was talking about. I have traveled a lots of European continues, but it was first time to hear such thing. Anyway, I did not have/know such number because I am just one of employees from small company located outside Europe, as well as my company closed due to weekend. Even though I explained her the situation, she did not listen or accept my request at all. At a date of my check-out, I requested a man from the front desk to issue a receipt under company name and address, he did it right away without asking me such a number at all. 

Overall, my room and the restaurant were very clean and comfortable with this price range, as well as peoples were very nice and friendly except a lady manager at the front desk. I hope that hotel listen my really bad experiences and improve such services as soon as possible.
	Reactie op klacht 
Dear California0520, 

I would like to apologize for any problems that you had during your stay at the hotel. 
I am so sorry about the time that you had to wait at the airport and I would like that you visit us next time to greet you personally.

Regards,
Martín García Lires


	Klacht 
“Ruined - open the pool in June - it's hot !”
It's 31 degrees outside, 5th June, I chose this hotel because I wanted to relax by the pool and it's STILL closed. Luis at the reception was the most miserable person I have ever met. I could have had a city centre hotel with an OPEN roof-top pool for more or less the same price. 

Rooms and decor is nice however.
	Reactie op klacht
Dear Benk90,

Firstly I would like to thank you to inform us of your discomfort, because comments like yours help us to improve

I sincerely regret that you have not been enjoying the pool. This year we planned opening on June 12. We are studying the possibility of opening earlier and more time next year, so our clientes can enjoy our services.

About the problem with Luis, I do not know what has been the misunderstanding. Usually we received compliments about him regularly. Anyway I remain at your disposal to discuss the issue personally with the aim of improving.

Best regards,
Martin Garcia



	9. Axor Feria Hotel (****) – Madrid, Spanje
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g187514-d1485916-r261461895-Axor_Feria_Hotel-Madrid.html#
Link 2: https://www.tripadvisor.nl/ShowUserReviews-g187514-d1485916-r432188085-Axor_Feria_Hotel-Madrid.html#

	Klacht 
“Horrible Staff”
The hotel is clean and reasonably priced but the staff are unhelpful and rude. They love the word "no" and use it whenever they can. They never smile. 

Not just 1 staff member acted like this... They all do. 

Also you need a car at this hotel as it is far away from city centre Madrid.
	Reactie op klacht 
Dear nuwn:

We are so sorry that you didn´t have a good stay with us. It seems that our location were not convenient for your travel purpose.
i Truly apologize on behalf of the hotel for the inconveniences caused and for that rude service.
we will keep an eye on that.

With kindest regards:
Daniel Gonzalez.
Sales Manager.
Axor Hoteles.

	Klacht 
“Guest Relations/Service Nonexistent - Your complain means nothing!”
There was a main reason to book a room on this hotel: they are pet friendly. They even have an add on their website to book a pets room, that includes a bed, etc... Well, since I know how hotels can be careless, I sent an email prior my arrival to advise them that I booked a "pets room" and also that I was arriving late. When I checked in they were talking each other saying that they thought I was not coming and gave my room to another guest! (they thought I was not understanding, but I am portuguese and understand spanish, even though I was talking in english). So, they didn't have a pets room for me... In the morning, when I was checking out, I mentioned that again, but the only thing the receptionist wanted to know is how much I spent in the minibar! Sent an email to them and the reply was this: "HOPE YOUR EXPERIENCE WAS POSITIVE ENOUGH TO STAY WITH US AGAIN"!... Really, I don't know what to say... Don't go there, if you have a 'problem they will not care about it at all!
	Reactie op klacht 
Dear Miss de Carvalho,

Thank you very much for your comments and explanation in tryp advisor, we regret don’t be informed with such a detail explanation through our website; as you can see in the email we have sent you, the feedback we received didn’t not mentioned any problem regarding service or pets conditions.

Anyway, we would like to apologize for this matter. We are quite surprised as it is not hotel policy the facts describes so we will review this question with the staff involve to make sure it won´t happens again,

We hope that this particular matter does not blur out the trust in our company and we were able to welcome you again in a near future. Once again please apologize for any inconvenience. 

I keep at your disposal for anything else you may need

Yours sincerely

Salvador Villalba 
Director Comercial / Director of Sales



	10. Petit Palace Santa Barbara (****) – Madrid, Spanje
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g187514-d1523464-r164585214-Petit_Palace_Santa_Barbara-Madrid.html#
Link 2: https://www.tripadvisor.nl/ShowUserReviews-g187514-d1523464-r189141983-Petit_Palace_Santa_Barbara-Madrid.html#

	Klacht 
“Disappointing”
We are currently staying here and couldnt be more disappointed. We chose this hotel based on Trip advisor reviews and the fact that it is a ¨high tech¨ hotel. There is no gym, no pool, no balconies, no views and the street we are facing is extremley noisy (someone was honking for 15 minutes first thing this morning). The WIFI is extremly slow and you have to log in with different security codes everytime you use a device, or in the case of cell phones everytime your phone goes to sleep. So frustrating! Now 1 day into our stay none of the 8 codes given work anymore. We thought we booked a queen bed, but instead got 2 twin beds pushed together so there is a gap in between making it very uncomfortable to sleep in, not to mention the fact that the mattresses are super thin, like they came out of sleeper sofas or cots. The bathroom is also smelly. When we asked if we could move rooms we were told they were fully booked and we should have requested a different type of bed upon booking. Who wants 2 twin beds pushed together ever?? Sad to say we have to stick it out 3 more nights.... 
	Reactie op klacht 
Dear Guests,
I would firstly like to appologise if your experience in our hotel has not lived up to your expectations.
I hope to be able to clarify a few points; you correctly observed that we have no pool or gym, but as this information is not published in our hotel description anywhere, we presume that guests are informed of this before reserving / arriving in our hotel. 
You mentioned that the hotel has "no views" and "no balconies". I am quite puzzled, as, a part from the fact that your room was exterior with a view of the street, we have another 24 rooms with balconies facing the plaza before the hotel.
I am sorry you experienced noises from the street, but as you can imagen, being in a lively plaza, in the centre of the capital of Spain, with a street right beside the hotel, I think its reasonable to expect some level of noise may be heard from below.
I am very sorry that the wi-fi was not functioning correctly during your stay. We do try to mainting this free service in perfect order but unfortunately this is not always posible due to system mal function. We do hope you could make use of the free laptop in your room with free high speed internet access.
I have checked your reservation, and the only special requests we saw were for a room on a high floor and non smoking (and effectively, that is what we assigned for you). Not all rooms have double beds and so they are on a request basis. At some times, when the hotel is full or if there is high demand, we unfortunately cannot comply with all guests requests. We do have matress softeners availible for guests who do not find them comfortable, if only you had let us know directly at the reception desk during your stay we could have fitted one on to your bed. 
I am sorry you found your bathroom to be smelly, unfortunately, the reception desk told me you didnt mention this when you requested a room change (only that you wanted to change because of the bed type), otherwise, we could have changed you to another room and avoided your discomfort in the bathroom.
Once again I am sorry that you did not enjoy your stay with us and I if you do decide to give us another oportunity, please contact me directly and I will do my best to fulfil all of your special requests.
Best regards
Rebecca Evans
General Manager

	Klacht 
“Don't stay there!”
I stayed at this hotel last year and as the 2 single beds were not properly secured I fell between them as one moved. I injured my back first and the pain has since spread. It has been over a year and I still have some injury.
The hotel has handled it very poorly. When we reported the incident first the staff (as the manager wasn't there) assured us that the problem would be fixed. We found out that “fixing the problem” was putting a sheet and blanket between the 2 beds. We then asked the hotel staff to come up to the bedroom to show them the problem, which they acknowledged. 
I have filed a complaint with them directly supported by medical records which they have dismissed. I am taking further action now.
Be warned - if you have any issue, the hotel will dismiss you.
	Reactie op klacht 
Dear Guest,
Thank you for your contribution to Tripadvisor about your stay. All reviews, either positive or negative help us in improving our services.
Just for the record, your stay was in October 2012, not in 2013 as stated in your review.
For all other readers I would like to clarify the situation with the hotels point of view.
On your reservation, you requested a double bed, but as this is on request unfortunately when you arrived there wasnt any availibility. 
We offered you the solution of joining the two twin beds with one large sheet as an alternative which you accepted.
The next day you manifested that you had sustained terrible injuries because you fell between the beds. The receptionist noted that you had not requested medical assistance and that you were walking without any problems and so offered a 10% discount off your invoice for the disturbances, which may I add, you gladly accepted.
I responded to the note you left me requesting further compensation for your injuries and told you that in order to open a case to our insurance company we would require you medical reports.
Again, for all other readers, we did not recieve these medical reports until July 2013, almost 9 months after the aledged incident.
After facilitating these reports to the insurance company, the claim was rejected, because, according to them your claims were too excessive.
We consider it a shame that your stay was not optimal with us and we hope that we will get another chance in the future to satisfy you and have a great experience Petit Palace Hotels.
Rebecca Evans
General Manager



	11. ApartoSuites Jardines de Sabatini (***) – Madrid, Spanje
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g187514-d1657593-r357223488-ApartoSuites_Jardines_de_Sabatini-Madrid.html#
Link 2: https://www.tripadvisor.nl/ShowUserReviews-g187514-d1657593-r244335375-ApartoSuites_Jardines_de_Sabatini-Madrid.html#

	Klacht 
“Slechte service!”
[image: ]Na het selecteren van hotels met rolstoel aangepaste kamers en alle positieve reviews wilden we dit hotel boeken voor 5 nachten.
Aangepaste kamers zijn niet online te boeken dus ben je gedwongen naar het hotel te bellen en niet alleen duurder uit te zijn door het telefoontje maar ook kun je geen gebruik maken van aanbiedingen en ben je ook voor de kamer al duurder uit.
De heer aan de telefoon liet ons al heel lang wachten ondanks dat we uit het buitenland belden om ons vervolgens mee te delen dat ze inderdaad twee aangepaste kamers hebben maar dat hij die niet kan, of wilde, garanderen. Hoe belachelijk is dat? Als je afhankelijk ben van een rolstoel en die aangepaste kamer echt nodig hebt ga je niet het risico nemen hem bij aankomst niet te krijgen! Waarvoor zijn die aangepaste kamers dan? Toevallig langs komende gehandicapten?? Hele slechte, onbegrijpelijke, service! We waren genoodzaakt dan maar naar een ander hotel te gaan. Jammer!
	Reactie op klacht
Dear ESraH2

I am terribly sorry that you end up making a reservation in another hotel because you did not find how to book online. 

To make a reservation on line in our hotel is quite easy. You just needed to make a reservation in a standard studio room (we only have two adapted rooms and both are twin rooms) and add in “Comments” your request. Also you can send as an e-mail with all the information and we will quote the room for you and book it with all your requests, right away. In every case, the rate will be the best available rate and if there is an available offer it will apply. 

We make reservations for handicapped people quite often and we have never come across a situation like the one you describe before. I am quite sure that there must have been a language misunderstanding and I am terribly sorry about it as we always try to provide the best service we can. 

Best regards,

	Klacht 
“No view and bad laundry room.”
[image: ]We booked this hotel for the much advertised view and the laundry room. We did not get a view. We were told that only people who booked at the hotel's website get a view. 

We wanted the laundry room since we were away for weeks. The laundry room has two washers and two dryers which were typical European home machines that take over two hours each. We did three loads of wash (three machines, not 6) and it took from 6 PM to midnight. 

On Wednesday I tried to send out laundry. They said it would be done the following week on Monday or Tuesday. We had to go to a laundromat quite a few blocks away. 

The suite was very spacious. The furnishings were spartan. 
The kitchen was not well equipped. We were told they do not clean the "kitchen." 
The rooms were clean and well maintained.
The neighborhood is not bad but there are homeless people who sleep down the street from the hotel. 

There is a lot of traffic in the area. 

The room was cold because the heat turned off every day when we went out, perhaps, because of the card system that turns the lights off when we left.

They do not deserve one star but neither do they deserve any of the 5 stars they received. 

I would not stay at this hotel again. I would only recommend it to families with messy children or bachelor parties.
	Reactie op klach
Dear Mr Nytrip80,

I am terribly sorry to hear that you where so uncomfortable in our hotel that you value our service so poorly, especially when you stay with us for 9 days and you had the choice to change to another hotel in Madrid without any penalization. 

We are a small family hotel and I assure you that all the hotel staff members work very hard to provide the best service we can, we listen to our clients and we are always adapting to them. We cannot sort out the problems that our customers may have if they do not tell us. It really worries us when our clients are unsatisfied with our effort, this is not what we aim for. 

Regarding the views, I am sorry you did not get a room with views the reason why is that you did not booked it. Your reservation was made for a standard suite and there was no mention of views, neither you stated it in your reservation nor upon arrival, so we did not know what you expected. When you first told us that you were unhappy because you though that all the rooms had views, it was three days after your arrival and we offered you the possibility of changing your room, given that you had still 6 days left in the hotel, but you decided not to change. I still do not know why. We really did try to do our best to make your stay more comfortable once we knew your request.

We are very honest in advertising our premises and all the different type of rooms we have. We do not want to deceive anyone and upset our clients by offering something they do not get. The rooms can be front facing (with or without views) or back facing. We only have few rooms with full Royal Palace Views, they have an extra cost and are sold only in our site. If a client books a room through a Online Travel Agent and request views we contact the client to offer the different possibilities there are, but under no circumstances we try not to meet our client´s requests. All the rooms are clearly explained in both the description and in the pictures related to that room, not only in our web page but also in any Online Travel Agent with which we work with like “Booking”. The pictures of the Rooftop Terrace are not the pictures of the rooms and it is clearly stated. I am sorry if that mislead you, It was not our intention and it has never happened with any other client. 

Regarding the laundry we have a self service launderette. I am sorry that it took you so long to do the drying. The drying machines worked properly it was a problem of the amount of laundry you were doing at once. Nevertheless you were not charge for this service. A room maid tried to help you and you never told her that you needed help with the drying but with the washing machine, and she helped you with that. 
I am also sorry that when you try to send out your laundry we understood that you wanted a drycleaning service which is provided by an external company when you really wanted an standard laundry service which we could have done in the hotel. I apologize because the time needed to do your laundry by the Drycleaning Company was way too long. When you complaint through booking.com, I found out about your situation and I sorted it out. I talked to the drycleaning service reducing the time to 36 hours but I could not reach you because you were away from the hotel and came back in the evening with the laundry already cleaned. It is a pity that you did not complaint straight at the reception, we could have sorted it out faster so you would not had to go through the hassle of taking your laundry away.

Every kitchenette offers the basics to do a standard cooking that fulfils the 90% of our customer´s needs. We also have extra cooking utensils for those that need to do more cooking or need special equipment like a toaster or a coffee maker. We provide with a kettle and tea and coffee facilities in each room. I always recommend to ask at the reception or housekeeping if there is something extra you may need for your kitchen. 

A daily cleaning service is included in the price of the room just like any hotel and of course it includes cleaning the kitchen; what the room made told you was that doing the dishes is not included in the daily cleaning service. It has a extra cost because of the time needed to do the washing up. This information is stated in the directory of each room, it is described in a sign placed on each room´s kitchenettes and is also on our web page. There is a complimentary cleaning kit for the clients to clean the dishes. 

The electricity, therefore the heater also, runs with the keycard, but you do not need to have your room cold as we usually during winter provide two keys in order to leave one in the room so the heater can be running all the time. In fact during winter time we place a key before the clients arrival so the rooms is well conditioned by the time they arrive. 

During your stay we try to sort out all the problems that you informed us. We offered you a room with views, we did not charge you for using our launderette, we did our best to solve the problem with the dry cleaning, we apologize and we gave you two complimentary breakfast for 6 nights. I believe we are very professional and we work hard to make our customers stay warm and comfortable. We can make mistakes because we are human, but we do care, and we try to do our best solving problems when we know there is one. We cannot fix what we do not know and we have been always there to listen to you if you needed us. I do not know why you are so upset with us that you have intentionally harmed us with your review and proudly say it, but I assure that the staff members of this hotel work very hard for the satisfaction of our clients and they do not deserve it.

If you think this was not the case please I would much appreciate if you let me know what we could have done better and how we can improve our service.
Best regards,



	12. Praktik Metropol (***) – Madrid, Spanje
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g187514-d530931-r187123894-Praktik_Metropol-Madrid.html#
Link 2: https://www.tripadvisor.nl/ShowUserReviews-g187514-d530931-r159050356-Praktik_Metropol-Madrid.html#

	Klacht 
“bedbug!!!”
I stayed in the hotle for three nights, and got bitten by bedbugs all over. I caught several myself. And the girl at the reception pretended that she did not know what bedbug was when I told her. Don't stay at the hotel. You should know how difficult to completely get rid of these bugs.

	Reactie op klacht 
Dear Liang,
First of all I would really like to apologize for this problem. I perfectly understand that you haven't enjoyed your stay and I'm truly sorry to hear that.

Praktik Metropol is a new hotel as is the whole furniture (beds, wardrobe, couches, etc) so it has been shocking for us to know about your bad experience. Regrettably this kind of insect is usually brought to hotels by some guest in his luggage so it has been really an unluky circumstance. There's no other opinion on Tripadvisor that mentions the same problem, so we can consider it an isolated case. 

We would like to inform you that all the necessary actions have been taken already into that room, and also into adjoining rooms, in order to avoid any other surprises.

I personally apologize if the person at the front desk didn't understand at first what you were talking about but she later advised the cleaning staff to have a look at your room and did what she was supposed to do. 

Kind regards,
Olivia Pozzesi
Hotel Manager

	Klacht 
“Owner turned off heat”
We are shivering in our beds. Checked in today and sorry we did. First the room I requested 3 months ago had a shower in glass overlooking Madrid. What I got was a window in the bathroom not big enough to crawl thru. We did get doors to a narrow balcony just big enough to stand on and we are on the 9th floor. The temperature is unseasonably cool in Madrid for late April. 46f daytime, 35f nighttime. The desk clerk explained that the heating was running all day and night and the owner said to turn it off. We learned this after trying to heat the room for several hours. This is inexcusable. I expected heat when needed!
	Reactie op klacht
Dear Guest,

We are sincerely sorry that you had a bad experience at our hotel. 

Since a few days ago the weather was very sunny and hot in Madrid, we changed our heating system to air conditioning at the request of our guests. However, the weather changed unexpectedly over the weekend to very low temperatures (we are sorry, but that is something that we cannot influence at all). 

We did the best to change the system as quickly as possible, but unfortunately it takes some time until the heating works again – the fact that this happened on the weekend didn’t make it any easier for us. That´s the way the buildings and hotels in Madrid work – we did our best to change the system as quickly as possible, so on your second day (29/04/13) the heating was working properly again. I believe that there must have been a misunderstanding with the person at the front desk because it's impossible that the owner said to turn off the heating.

Furthermore, we are sorry that we couldn´t meet your expectations concerning the Skyline room you booked. We have 6 different rooms in the 9th floor and since the building is historic the rooms have different sizes and architecture. We only confirm the room type but not one in specific. However, all in all their designs and sizes are very similar.

We would like to apologize another time for the inconvenience caused and are terribly sorry that we couldn´t meet up your exectations. Furthermore it is a pity that the weather was so bad exactly on the weekend when you decided to make a trip to Madrid.

Kind regards,
Olivia Pozzesi
Hotel manager



	13. Hotel Regina (***) – Madrid, Spanje
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g187514-d266365-r439669383-Hotel_Regina-Madrid.html#
Link 2: https://www.tripadvisor.nl/ShowUserReviews-g187514-d266365-r297410391-Hotel_Regina-Madrid.html#

	Klacht 
“Horrible Case (Ghost or Cleaner?) Don't go”
[image: ]I was stay with my husband from 13 to 15 Nov 2016.
First day 13 Nov after we check in and rest in our room, a housekeeper just open our door to send towels without door knock and our permission, lucky we not naked.

Next day 14 Nov, we have indicate do not disturb outside our room before we left the room. A very weird and horrible happen when we open our room at night, we are shock!! The only chair under our bed?!?!
If u are a cleaner, will you leave this to customer? If not cleaner then is....GxOxT.

I was went to inform receptionists, he told me his manager not here and will come tomorrow morning. But we have to left hotel @630am to take flight. I have emailed to hotel again, until today 24 Nov still no answer from them.

* I'm not the one who always give bad comment.
	Reactie op klacht 
Dear guest
First of all, apologize for the inconvenience caused.
We are the first to be surprised, nothing like this has ever happened to us.
I also inform you that I sent you an email on November 19th at 8:00 am requesting information on what happened, we have not received your response yet.
Thank you
Sincerely
Carlos López
Manager


	Klacht 
“Tiny Rooms with no light”
The room we were given was extremely small, there was no full insulation between bathroom (where also cabinet, minibar and safe were located) and the proper room. The windows were in an inner court without light. Actually, you could not tell whether it was day or night without looking at your watch. The hotel is very central, on the plus side.
	Reactie op klacht 
Dear client.
We are pleased that the hotel ubiación has been to his liking.
Sorry the incinvenientes caused.
Many thanks for your time.
Sincerely.
Carlos López
Director




	14. Hotel One Shot Prado 23 (***) – Madrid, Spanje
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g187514-d3722055-r332753912-Hotel_One_Shot_Prado_23-Madrid.html#
Link 2:https://www.tripadvisor.nl/ShowUserReviews-g187514-d3722055-r418385576-Hotel_One_Shot_Prado_23-Madrid.html#

	Klacht 
“Cute place but mold”
[image: ]Friendly staff, cute lobby, great location but mold from un vented bathroom ruined the visit. Otherwise clean. Definitely too loud; we moved to a higher floor but it was still on the street. Oddly, our 3rd night cost 3x the other 2

	Reactie op klacht
Dear guest,

Thank you so much for writting your review about your stay in TripAdvisor.

We are saddened to know that was not a successful stay, we know that our design will not be like everybody and you feel that was not appropriate for you.

Warmest regards.

	Klacht 
“Three Star Hotel with Five star prices”
I was so tired when I arrived at this hotel in the district of Madrid near the Prado that I just wanted a bed. I was looking forward to three days’ holiday after a very intensive conference and thought I would treat myself to a hotel near the Prado, one of the greatest collections of art in the world. 
The hotel’s proximity to the Prado was the only true aspect of the description on my Booking.com form. My room turned out to have no windows that received direct sunlight, a bed that took up most of the room, no desk as advertised (unless you accepted that the tiny shelf next to the safe was a ‘desk’) and a ‘patio’ that was, in fact, the well of the building. There was no furniture in it and it was always locked – and why would you want to stand in a rectangle surrounded by rooms gazing up to an azure sky anyway? There was no coffee or tea available in the room and no “flat-screen TV”. I paid £393 (which included 35 Euros for the transport to the airport) – well over £100 a night. The staff were very friendly with good English (even though I speak Spanish anyway) so I didn’t want to argue with them. I’ll be contacting Booking.com though it is likely the last time I’ll use them. A Spanish friend who came to the hotel to see me told me it was a 3 star hotel (when I booked I assumed it was higher because of the price) and was astonished at the cost – even in that area of the city.
Especially if you are a solitary traveller, the lesson is to ask, when booking (if digitally possible), whether the room has windows which receive direct sunlight and ask for a room higher than the ground floor. If, when you arrive, the room does not reflect the description of the room on your booking form, then the owners or Booking.com are breaking the trade description legislation and so demand the room you signed up for. Be warned!
	Reactie op klacht 
Dear Duncan M.

Thank you so much your writing your opinion about your stay with us.

We are disheartened to know that your experience with us was not satisfactory. We give you our appologises if you didn't get your expectation in our hotel.

The prices in the city centre are usually highest on september and october, this is the reason that you found our hotel expensive. The nespresso coffe capsules are in each room everyday, although the machine is located in each floor. The economic rooms have a daylight but they are located in an interior small patio, and if it is a no sunny day, you can not get too much light. 

If you would like to give us another chance in order to show you that your stay with us can be incredible, we will be to glad. Please, contacting us directly for your next booking.

Best regards,




	15. Ibis Styles Madrid Prado (***) – Madrid, Spanje 
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g187514-d234301-r181818543-Ibis_Styles_Madrid_Prado-Madrid.html#
Link 2: https://www.tripadvisor.nl/ShowUserReviews-g187514-d234301-r201115147-Ibis_Styles_Madrid_Prado-Madrid.html#

	Klacht 
“These Jokers Canceled Our Reservation Without Notice’’
My wife and I had booked into the Ibis Styles Madrid Prado for one night and arrived tired and ready to rest. But no -- we were informed that our reservation had been given away because a group had asked for rooms AFTER we booked, and the hotel decided to admit the group! The hotel sent us to another hotel in the B&N chain -- not particularly nice -- and that was that. You can't trust these folks -- they clearly put immediate profit ahead of their obligations to customers. We won't book at any Ibis hotel after this experience.
	Reactie op klacht 
Dear Richard, 

We understand your dissapointment and I want to apologize for the inconveniences. It´s true we had an unexpected situation and we maybe didn't solve it in the best way for you, but believe me when I say it was not so simple and that we did our best for you to have a nice stay in Madrid. We made a reservation for you in a superior category hotel (Four stars) in the same area and we pay the extra charges for the stay. Once again, our sincere apologies. 

Alfonso M.

	Klacht 
 “VERY DISAPPOINTED”
Dont't trust the photos. The room is not as good as it looks at all. The room smell. I paid extra for a room with window but it is facing the back stairs. No water or coffee in the room. Feels like staying in a hostel but paying EUR90 on average. This is the worst choice on hotel I have made for quite some time. 
	Reactie op klacht
Dear guest

We are very sad about your experience in the hotel and we would have liked it would be as nicest as possible.

As your review we imagine that you booked a single room (all of them are interior, it is correct as we describe them in all of the websites) for that when a guest request an exterior room we reccomend the double for single use that is bigger also.

About the price , it depends on the season, now is high season in Madrid so the prices are few higher.

Best regards and thanks for your opinion.

Silvia Dieguez



	16. Principe Pio Hotel (***) – Madrid, Spanje
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g187514-d234293-r436930131-Principe_Pio_Hotel-Madrid.html#
Link 2: https://www.tripadvisor.nl/ShowUserReviews-g187514-d234293-r436930131-Principe_Pio_Hotel-Madrid.html#

	Klacht 
“Bad customer service, awful rooms but good location”
[image: ]Exactly that. As described above. We were struggling with the luggage but received no help whatsoever. Provided no help to identify a restaurant for dinner with their suggestion being at a shopping mall.... is this why we travelled all the way to Madrid?!?!! I wonder if they train their staff. Breakfast was served in the basement on a suffocating atmosphere and heavy ambiance. Would not go again. Not recommended.


	Reactie op klacht
Dear Peggy T;

Thank you for take your time to share your experience in our hotel; we are sad to know that feel that we offer bad customer service; I would like to apologize for the inconveniences that you mention in your feedback. Even that 3 stars hotel not provide concierge service, we have a concierge to help always when he is available, honestly I do not know why when your arrival was not available and he was doing something else. The entire staff are trained regarding the surroundings of the hotel and especial about restaurants as everyday they explain the different areas and restaurants all around Madrid, it is true that sometimes depends of the time and the type of the food they explain that in the shopping mall you can find restaurant (many people ask for fast food nearby) also when some people ask for a nice restaurants nearby we explain that in front of the shopping mall you can find few nice restaurants like “El Molinon” or “Ferreiro”; I don’t know if was a misunderstood, I would like to apologize again.

As you said our breakfast restaurant is in the level -1, the restaurant has a classical style, with renovate tables and air conditioned, obviously this is not the type of the restaurants that you like.

We hope in the future you will give us another chance to ensure that we change your perception about our hotel.

Best regards;
David Salgado
General Manager

	Klacht 
“The most unprofessional hotel I ever been”
[image: ]It´s unbeliveble that a hotel like this would have such a horrible service.. We arrived at the end of an afternoon, with two children (1 year old baby and a 3 year old child) , two big luggage, a baby car and two small bags. We get just no help from the two employees that were in the front desk. After we open those glass door, and get everything inside i check in at hotel and got my second bad experience in there. I was informed about the breakfast and when I asked if the childrens would pay, the employee answered with a sarcastic face: "Well, this will depend how much she will eat". I didn´t belive in that answered so i insisted. I asked if there was no formal policy for that, like minimum age to pay for example. He answared that didn´t have and again insisted that it would depend how much my daughter would eat, what I consider extremely unprofessional.. How would that be analysed? Somone would sit with us and count the juice she was drinking... Sincerly this was the most unprofessional ansewerd i could hear. In the end, as we could not get worse that reception, the guy just stay without moving behind the desk watching me , my family and a bunch of luggage we had....
I have been a lot of hotels and this was just the most unprofessional with service i have ever seen. Besides this the hotel is old, the elevator is too small, one of them (have 2) almost don´t get two adults... The corridors are all in carpet...
	Reactie op klacht 
Dear Francisco M;

Thank you very much for your feedback; we are really sad to know that you feel that my team is unprofessional. I sent an email to you before you post your review as I got your comments and I didn’t get a reply. 
I would like to apologize as obviously we didn’t meet your expectations, I would like to clarify the comments regarding your child breakfast, we have a child price policy but in your case after check with my receptionist, as your child was very small he didn’t want to charge a breakfast and that is why he said depends how many she will eat, honestly we won’t charge a full breakfast if she just take a glass of milk and something else. 

We hope you will give another change in the future as we would like to prove that we are a professional team and we always take care of our guests.

Best regards;

David Salgado
General Manager




	17. Room Mate Oscar (***) – Madrid, Spanje
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g187514-d675157-r338134034-Room_Mate_Oscar-Madrid.html#
Link 2: https://www.tripadvisor.nl/ShowUserReviews-g187514-d675157-r199018150-Room_Mate_Oscar-Madrid.html#

	Klacht 
“Bed experiene, smelly room’’
I initially booked a junior suite. Upon arrival the room I was given had a terrible smell. Seriously, some sort of revolting hospital smell. When I mentioned it to the hotel manager, who actually agreed with me when we visited the room together, he offered, not to upgrade me, but to give me a smaller room instead of a suite...
I had to negotiate to get my money back...
The hotel design is outdated, it was probably funky in the 90s but absolutely not anymore.
I would not recommend this hotel. Madrid has so much better hotel options.
	Reactie op klacht 
Dear Guest, 

Many thanks for your stay at Room Mate Óscar 

I am really sorry to read your experience was below your expectations and I would like to express my most sincere apologies. 

I have already taken actions to fix the smell you had mentioned, and it is already resolved. 

I am the front office manager who assisted you and I offered you a few options that you did not mention on your feedback. 
- I offered you a room move to another Junior suite and you refused 
- I offered you to call to our sister hotel in plaza de Santa Ana to see if there was any suite available, unfortunately the hotel had not availability on Suites 
- I showed you an executive room, to be used for a few days and the rest of your stay you will use the Minisuite in a complimentary free upgrade 

Unfortunately for that time the superior suites were not available, but he offered you a Minisuite for your last 4 days. 

Also I would like to mention about the rate of your reservation, when you booked it, you picked up the Long stay offer that makes the 15% off on the total reservation amount, this kind of offer has some restriction like Prepayment must be charged in advance, there is no possibility to modify or cancel as it is a nonrefundable rate. 

I realized that Room Mate Oscar would not exceed your expectation and therefore I took the decision to cancel and to refund the total amount of your reservation 

I totally understand your point of view, but I honestly believe we did all our best to provide you the best experience possible. 

Finally I would like to express my best sincere apologies for all the inconvenience.

Best regards 

Cristóbal Domínguez 
Front Office Manager

	Klacht 
“Groepsreis 4 dagen”
[image: ]One of the worst experience of my life
- loud music
- dark rooms with no view
- smelly and dusty room
- allwaus a fight with the powerbuttons
- not enough toiletpaper
- chairs in eventroom hard an painfull (design aboce confort)
- 3 days there no refill of soap in mansroom of hotel.. also lack of toiletpaper.
- not friendly hotel employees...
- good lokation and good food.
- loud noises of drilling
- bad tv receipt
- unconfertable beds
- Very cold in loby

Not for me anymore.
	Reactie op klacht
Dear Ilan,

Thank you very much for your opinion through Tripadvisor. Over everything, we beg you to accept our sincere apologizes if the Hotel has not reached your total satisfaction. Our team is always willing to help you and to make your stay wonderful, which, clearly, in your case we have not achieved. 

The most value information comes from our guests; this is how we improve day by day our service and our hotel.

We are very sorry that you did not like the atmosphere, with the music and the low lights; it is part of who Oscar is.

We are a little surprise because one of the main points of the philosophy of Room Mate is our service. Room Mate staff are very smiling people, in fact we love to smile!, and we receive this feedback from our guests. 

We would have loved to know about your stay while you were in the hotel, so we could have done something to improve your experience.

Please do not hesitate in contact me, for anything you may need.

Yours sincerely, 
Gonzalo Ladrón de Guevara – Manager










	18. Petit Palace Puerta del Sol (***) – Madrid, Spanje
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g187514-d498913-r282135368-Petit_Palace_Puerta_Del_Sol-Madrid.html#
Link 2: https://www.tripadvisor.nl/ShowUserReviews-g187514-d498913-r277422268-Petit_Palace_Puerta_Del_Sol-Madrid.html#

	Klacht 
“Do not stay here”
My husband and I visited Madrid during June 2015. I had stayed at a Petit Palace hotel in Madrid during 2010 and was happy with my stay so that's why I decided to return. It seemed as if the rooms had not been cleaned since 2010 nor upgraded. The safe did not work. The door did not shut all the way unless you slammed it. The bed was terribly uncomfortable. The shower was filled with mildew and mold to the point that it actually stunk to be in the bathroom. The staff seemed like they couldn't care less we were staying at the hotel and we felt very unwelcome. While this isn't the most expensive hotel, it was expensive enough for us to expect basic cleanliness. 

The only positives I have for this hotel is that the door locked at night and it was a nice location.
	Reactie op klacht 
Dear LeslieACE,
first of all we want to thank you for taking the time needed in share your feedback.
we regret that this time your stay wasn't so nice as we have wished.
Regarding your review, we want to let you know that our rooms were renewed finishing summer 2013, being changed the floor and the furnitures.
Our housekeeping department follows a strict cleaning protocol, so again we apologize because this time it has not been done properly.
We hope to welcome back you in the future in order to change your impression after your last stay, and check by yourself that we work day by day in order to offer great experiences to our guest.
With the best wishes,
David Brañas
Front Desk Manager
pds@petitpalace.com

	Klacht 
 “ABSOLUTELY RIDICULOUS !”
ABSOLUTELY RIDICULOUS !! Yes that's what i would like to call my stay at the Hotel. The rooms are in a desperate need of upgradation. The shower cabin sliding door use to fall every time we use to slide it close it.The worst were the bed.The springs in the bed literally use to poke us.Seriously we had tough 2 nights. The response from the reception was just " WE WILL LOOK INTO THIS " and that was it.

	Reactie op klacht 
Dear Mr Shah,
first of all we want to thank you for taking the time needed to send us your rating and review.
Regarding your coments about our description on the website, we want to let you know that the pictures hosted was taken after the last improvement during summer 2013, and we have several types of rooms, we kindly ask you to contact front desk in order to check a different room.
Concerning the beds, we also want to let you know that we will receive new mattress for the whole hotel during this month.
When our staff told you that we will check it, inmediatly our maintenance partner went to the room to check the matress and the door, we regret that we were just able to fix the door.
Once again let us apologize for the inconveniences caused,
we hope to welcome you back in order to change your impressions about our hotel.
With the best wishes,

Alfredo Torralba
Hotel Manager
pds@petitpalace.com



	19. Travelodge Madrid Alcala (***) – Madrid, Spanje
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g187514-d3931426-r313548187-Travelodge_Madrid_Alcala-Madrid.html#
Link 2: https://www.tripadvisor.nl/ShowUserReviews-g187514-d3931426-r420462883-Travelodge_Madrid_Alcala-Madrid.html#

	Klacht 
“Good Hotel terrible customer service”
[image: ]
Stayed at this Travelodge 22-24th September. The room was clean and the hotel was clean. However on the second day room service didn't change or make the bed or change the towels???? The room was a mess towels on the floor and bed unmade. I went to reception and explained I hadn't had new bed linen or towels, the receptionist was rude and abrupt. She told me towels only get changed on the third day and the bed linen doesn't get changed everyday and she said "that is the way we run things here." In a rude manner. She did however after standing my ground for 5 minutes give me extra towels and bed linen. Travelodge you need to improve. Won't return!
	Reactie op klacht 
Dear Customer, 

Thank you for taking the time to review us on TripAdvisor. We’re really sorry that the service wasn't what you expected. One of our priorities is giving a perfect customer service. We don’t clean the room when the "do not disturb" sign is on the door. We replace the towels every day if the towels are on the floor (to protect the environment) and the bed sheets every 3 days. We value your comments to help us provide better services and facilities. Your opinion is very important to us.


We hope that you will give us other opportunity to serve you. 

Best Regards

	Klacht 
“No heat, bad location, wifi expensive”
[image: ]The staff is ok. Usable wifi is $8 per day. The location is as bad as you can get. Which is why its pretty cheap i guess. I have been here 8 days and they really don't have heat. No joke. Had to buy my own space heater.

They claim free wifi which is a lie. They will tell you its free in the lobby, but as you guess, it doesn't work in the lobby. Typical Travelodge.
	Reactie op klacht 
Dear Thomas S,

Thank you for taking time to share with us your experience. We regret that the hotel has not met their expectations.

We are sorry for the inconvenience with the air conditioning. Due to the season and high temperatures makes outside, air conditioning is still on. All the rooms are equipped with a control from which it is possible you can turn on and off the temperature. In the reception that is opened 24 hours, you can request a blanket in the case you need it.

The hotel is located in an ideal place to rest, next to one of the most important streets of Madrid, Alcala Street and well connected to the center by various means of transportation. 

Concerning the wifi, we apologize for the inconvenience caused with it. We have changed recently our supplier of Internet to improve our service, we have already informed the technician to check the connection of the free wifi in public areas.

We value your comments to help us provide better services. We hope that you will give us another opportunity to serve you. 

Best regards.




	20. Cason del Tormes (***) – Madrid,  Spanje
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g187514-d227457-r284030140-Cason_del_Tormes-Madrid.html#

	Klacht 
“Wallet stolen there and staff not cooperative!!”
[image: ]My wife stayed in the hotel for 4 days in June 2015. Her wallet stored in her hand luggage left in her room during the day was stolen. The credit card inside were used for 5 different purchases before we get it blocked. Other important documents such as driving license, national ID etc are also gone.
After analyzing all scenarios, the wallet could have only be stolen in the hotel.
She always left the note "do not disturb" on the door before going out but realized her room has been cleaned by the staff when she was back. 
I sent an email, then personally called the reception Manager to discuss the issue. Without even doing any investigation at their level, he was raising his cleaning staff integrity & long working experience. Why am i not surprised??

Be careful when you stay there or in any other hotel around the world. This can happen to anybody.
	Reactie op klacht 
Dear Sir Yurikorolov,
First of all, thank you for the comment you left regarding our hotel. This post desserves our full attention and should lead to a proper and strong reaction.
The accusations you claimed against the hotel are very serious. For your information, we are only hiring resident staff who in average have been working with us for more than 7 years. In others words, regardless of the position held, each staff member has been approved since a long time regarding their skills, their dedication and their values including honesty.
Our cleaning staff are instructed to open the rooms daily after a certain hour, even if the indication "do not disturb" is shown. This being part of the attention we pay to our customers, we want to make sure that our guest do not suffer from any possible collapse, stroke, ect. Therefore, in this control context, if the room was messy, it is normal that it would have been tidied up and cleaned up. It does not imply that your wallet has been stolen at the hotel. It could have been stolen anywhere else or maybe lost during your trips.
I completely understand the displeasure this may entail and I do apologize for this occurence, but you can not accuse the hotel without any tangible proof.
With great regrets, please accept, Sir, the assurance of my highest consideration.
Antonio Rodriguez. General Manager



	21. Tryp Madrid Gran Via Hotel (***) – Madrid, Spanje
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g187514-d228597-r361666413-Tryp_Madrid_Gran_Via_Hotel-Madrid.html#

	Klacht 71
“Oh my goodness, the worst hotel sleep ever!”
So I'm still at the hotel at what can only be described as the worst night's sleep ever. Been in Spain the whole week in 4 star hotels; this is the most expensive and I've not slept a wink. Gran Via traffic snd people noise is horrendous. They need triple glazing windows or better. Never ever again! No mini bar either. Back to Cuarto Puerto del Sol which I highly recommend!


	Reactie op klacht 258
Dear L W,

We deeply regret that your experience with us was not as pleasant as we wish because of the noise. The external noise is unpredictable and the Hotel cannot control it, but what is certain is that we always try to do our best for our guests. We have a 24 hours reception to assist you at any time. I am glad to inform you, that in according to our main intention to satisfy our guest, our Direction has been studying some different projects to improve our soundproofing. As soon as the reference authorities of the city allows us, cause we are a protected building, we will proceed to start with these new improvement. I also would like to inform you that we have some rooms that they are not in front of Gran Vía. We are sure that they will match to your liking. 

We are very sorry that our price could cause you this feeling. Your last stay corresponded with a high demand moment at our hotel, which may cause that the number of rooms decreased and the price could be affected. Our TRYP Madrid Gran Vía does not have a set price, it can change. It is similar to the flight ticket service. 

All the TRYP Madrid Gran Vía staff would love to have a new opportunity to welcome you and recover your trust.

Thank you very much for your suggestions because they let us keep learning and improving our service.

Yours sincerely,
Victoria González
Guest Experience Manager - TRYP Madrid Gran Via






































Bijlage 4: Analyse van de reacties - Zweedse hotels

	1. Birger Jarl Hotel (****) – Stockholm, Zweden
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g189852-d233094-r367869437-Hotel_Birger_Jarl-Stockholm.html# 
Link 2: https://www.tripadvisor.nl/ShowUserReviews-g189852-d233094-r158467717-Hotel_Birger_Jarl-Stockholm.html#CHECK_RATES_CONT

	Klacht 
“Really Bad! Don’t come here”
Really bad experience. They offer cabinet rooms which was brooked by mistake for me. No way to change it when I saw the room in the hotel, except for 500 euro of additional price. They said overbooking. I say they should not even offer these rooms.

	Reactie op klacht
Dear FedeZH,
I'm sorry to read that you didn't enjoy your stay with us and that we weren't able to give you the service that we aim for.
We always work to give you the best service as one of ours guests.

We offer cabin rooms for guests that wants a good nights sleep to a good price.We never overbook our room types, but for the night that you booked you room for there was only suites available for an upgrade. We charge 500 SEK for an upgrade from a cabin room to a suite and I apologize there was a misunderstanding regarding the price.

We hope to see you at Hotel Birger Jarl soon again and don't hesitate to contact me directly to book a room that you wish for.

Best regards,
Cecilia Edholm 
cecilia.edholm@birgerjarl.se

	Klacht 
“Very Negative Experience”
I booked this hotel in "booking" but my flight was cancelled the day of the visit due to the european strike of Lufthansa. I called "booking" and they called the hotel to ask for cancellation due to the special situation, they even proposed to change the date of the visit since I will go anyway to Stockholm in the next weeks.
They did not accept any of the possibilities and charged me fully.
I will never go there again.
	Reactie op klacht
Dear Guest,
Thank you for writing this feedback and I am truly sorry to hear about your experience with us. It seems that there has been a misunderstanding. In general when our guests have a non-refundable reservation there are special conditions for low fares etc. and no refund. But in your case we would have made an exception for you, “force mayor”.
Once again please except our apologies and we look forward welcoming you to Hotel Birger Jarl. My email is jenny.bjork@birgerjarl.se and I look forward to hearing from you soon!
Kind regards,
Jenny Björk (Hotel Manager)

	2. Hotel Riddergatan Stockholm (****) – Stockholm, Zweden
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g189852-d1342964-r357220239-Story_Hotel_Riddargatan-Stockholm.html#
Link 2: https://www.tripadvisor.nl/ShowUserReviews-g189852-d1342964-r222794578-Story_Hotel_Riddargatan-Stockholm.html#

	Klacht 
“Not my style”
Here's my feedback to Sören Hullberg, GM of Story Hotel - shared my email address with him, never heard back:

- Breakfast is ok if you stay one tot wo nights. After four it’s literally always the same. Where’s the great breakfast every tourist dreams about when returning from Sweden!? As of day 3 we brought our own food in addition. Little teaspoons next to the coffee should be upside down due to hygiene.

- The staff has been “professionally” trained NOT to support room issues related to noise. The answer “we are a very popular bar” and “there’s nothing we can do for you” were very well learnt by heart. The fact that the staff would first check how much we’d originally paid for our room and then say “sorry, you’ve got such a good deal already, we can offer you to upgrade you to a quiet room in a higher category but for NOK 200 = EUR 20 extra” added to the picture. Every day of our stay a quiet room was available but not offered to us for free. No free dinner or the like were offered in return. The base of the bar & people standing outside would keep us awake till 3:00 am and then we were woken every day but Sunday to the 5:00 am cleaning up on the street where the bottles of the night were emptied into the respective container. Yeah… NOT. 

- On hotels.com the room is described with “city view”. Not available at this hotel. Recommend to have this changed on hotels.com
Room 315 is very spacious but needs a wardrobe and extra hangers.
Even only a preference in the booking, we did not get a room with a kingsize bed. For a couple to sleep on separate mattresses is fine as long as the beds are stable enough / fixed to stay together. Here: not. 
Add on your website: directions to the hotel from airport or at least the underground stop.

- Totally LOVED the elevator voices. Great idea!”
	Reactie op klacht 
Dear Sir,
I am afraid I have not received your comment and I can assure you that if I had, I would have answered you. That's the least we can, and shall, do when our guests are not happy with their stay.
Let me first of all say that your experience is certainly not at all in line with our idea of how Story Hotels should be. Without trying not to take responsibility I do think its appropriate to explain that reservations done through a 3rd part, as yours, does complicate the communication between us and the guest. We do not get the chance to react on your wish to have a king size bed, a room facing the back yard etc. Simply because we have no direct contact with you before arrival.
Now, ofcourse this does not excuse wrong answers or attitude in the front desk. I sincerely appologize for that. 
Should you consider to give us a 2nd chance, do let me know in advance by email to sh@storyhotels.com, and I shall make sure we give you a better experience than this time.
Kind regards, Sören


	Klacht 
“A joke”
So after reading reviews here about the hotel being noisy on the lower floors we requested a quiet room for 8 NIGHTS.
What we got was room 215. A room not only over the music system till after midnight.... But over THE LOADING BAY. Trucks backing up early and a door that when it slams shut shakes the room.
We asked to change and so far all we got was that we would have to keep moving rooms for the rest of our stay.

Do yourself a favour and avoid this 'business hipster' hotel.
	Reactie op klacht 
Dear Higabove,
You are absolutely right. We should have organised a smooth and smart move to a higher floor once we were informed by you. My deepest apologies. I have no answer why we did not. But I will certainly make sure that we all have learnt our lesson. Thanks to your comments. Should you ever consider giving us a 2nd chance, to prove that we are not a joke, do let me know. Sincerely and best regards,



	3. Hotel Scandic Sergel Plaza (****) – Stockholm, Zweden
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g189852-d234283-r301336806-Scandic_Sergel_Plaza-Stockholm.html#
Link 2: https://www.tripadvisor.nl/ShowUserReviews-g189852-d234283-r279645955-Scandic_Sergel_Plaza-Stockholm.html#

	Klacht 
“Poor Service - Reconsider your stay decision”
Long waiting for check in.

Front desk service is poor. The level of english spoken by the ladies at the front desk is not sufficient.

Rooms are cold. No switch off possibility for aircon.

Rooms are too small based on what you pay for.

Reconsider your stay decision

	Reactie op klacht
Dear Hakan K,

thank you for taking the time to give us your review.
I am so sorry to hear that we did not meet your expectations during your stay, although I am glad that you have made us aware of what we need to improve.Our front desk Manager are taking action regarding the services at the front desk.
I do hope that you despite of this enjoyed your visit to Stockholm and that we will have the pleasure to welcome you back to Scandic in the nearby future.

Best regards,
Ingela Engqvist
Guest Relations Manager

	Klacht 
“Not worth the money”
A central hotel but not a nice stay. Reception staff unfriendly and not efficiant when checking in and out. Also let them know about the terrible in the bathroom, but nothing was done about it during the days we spent at the hotel.

	Reactie op klacht 
Dear leriksson,

thank you for taking the time to give us your feedback. I am so sorry to hear that you felt the staff not being service minded and taking your complaint seriously. This is not the way we want to treat our guests. I sincerely apologize for this and any inconvenience this may have caused you.
I do hope that we will have the pleasure to welcome you back so that we can show you that we have taken your opinions seriously.

Best regards,
Ingela Engqvist
Guest Relations Manager



	4. Hotel Hellsten (****) – Stockholm, Zweden
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g189852-d549530-r417792654-Hotel_Hellsten-Stockholm.html#
Link 2: https://www.tripadvisor.nl/ShowUserReviews-g189852-d549530-r386191327-Hotel_Hellsten-Stockholm.html#

	Klacht 
“Roll the dice on room quality”
Using online reviews and their website we thought we had chosen a good hotel. Unfortunately as they have very inconsistent room sizes we found out the hard way. Probably the worst room in the hotel. Dirty, small, dark, basement like room with no opening window or air-con. Bathroom was very smal, could wash a mouse in the sink and you had to have circus experience to have a shower.

I did complain afterwards and did get a paltry 10% refund but I would rather have paid the asking price and slept comfortably for our stay.

My advice, don't accept a room in the ground floor if you really want to stay here, but I would avoid for the money as we could have got a better sleep for cheaper somewhere else.
We thought we were staying in a unique hotel, well that's what they advertise anyway. It was definitely unique.
	Reactie op klacht
Dear Roblaff,

Thank you for your review. All the rooms are different and so are the sizes. We wish you would have notified us directly that you were not satisfied, not only at check-out, since there is always a possibility to change rooms.
Do not hesitate to contact us, should you have any further feedback.
Thank you again!

Per Hellsten
Hotel Hellsten


	Klacht 
“Excellent BUT… Horrible In Summer!!”
The hotel is beautiful, the staff is excellent and knowledgeable and of great help to travelers. Everything is perfect BUT...

Stayed here in late June when outside temperatures were only in the low 70's. Our room had Windows that did not open and the central air was not nearly enough. 
Literally staying in the room was like being in a hothouse with temperatures in the 80's. Even in shorts and no shirt sweating like a pig. 
Horrible.
	Reactie op klacht 
Dear njavgjoe,
Thank you for your review!
We are glad that you almost enjoyed everything about your stay but so sorry to read that your room was so warm.
We truly appreciate you for informing us, but please get back to us with which room number you stayed in.
Looking forward to hearing from you!
Best regards,
Izabelle Lim
Sales and Marketing Coordinator
Hellsten Hotels



	5. Hotel Skeppsholmen Stockholm (****) – Stockholm, Zweden
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g189852-d1484183-r325895674-Hotel_Skeppsholmen-Stockholm.html#
Link 2: https://www.tripadvisor.nl/ShowUserReviews-g189852-d1484183-r291510863-Hotel_Skeppsholmen-Stockholm.html#

	Klacht 
 “Suddenly overbooked”
Sadly I can not report anything about the hotel that i booked 4 months ago.
One week before my trip to Stockholm they wrote me that they are sorry but they have overbooked the hotel and that I cant stay there. I have to say I already have my Confirmed Booking and Voucher and planned everything else around it.

So basically, I guess it is a nice hotel. I just know that I will never stay there because they kick paying customers out. Now I have to search for a new hotel, one week in advance with prices at least 50% higher then at the time I booked.
	Reactie op klacht 
Dear Guest,

Thank you for taking the time to write this review.
I am sorry for the inconvenience we caused you due to a overbooking due to a technical error. 

I am a little bit confused with your comments about that you had to find a new hotel with a higher rate.
In the correspondence with the third party which you booked us through we have offered our 5 star sister property and of course the same rate you had confirmed with us.

Once again I am really sorry for the inconvenience but I hope you enjoyed our sister property and we would love to have you back staying with us another time.

Best,

Joachim
Managing Director

	Klacht 
“Holiday”
Not what is purports to be. 
Gorgeous setting in the centre of a beautiful city. But rooms tiny. No luxury at all. We stayed in an attic room. We could not stand up straight in most of the room. The bed took up most of the room. The wardrobe was tiny and the bathroom minute. We asked to upgrade our room but could not be helped. These tiny rooms should be sold as single accommodation as they can't possibly accommodate 2 people looking for a comfortable holiday experience. Low on space and comfort. Feels almost like a budget hotel. Breakfast can only be described as adequate. No turn down service. Staff friendly but don't offer much. Restaurant choices are extremely limited. . Not worth the price.

	Reactie op klacht 
Dear Guest,

Thank you for your review.
I am sorry to read that you didn't enjoy your stay with us.

Also sorry that you thought that you had booked a traditionally luxury hotel. There are some of them in Stockholm but we are not one of them.

Our "luxury" are that we are in historical buildings from 1699, our award winning Swedish interior by Swedish interior firm Claesson Koivisto Rune, our stunning location on this lush green island and still in the city with our terrace and gardens to that we are a green hotel / Eco labeled hotel.

You stayed in a standard room which is our smallest room category, you stayed on the top floor/attic floor and these rooms are normally very popular due to the attic feel and the sea and garden view. 

Also sorry to read that you didn't enjoy our complimentary breakfast buffet, we normally get very positive reviews over the buffet that includes everything from: scrambled eggs, sausages, bacon, salmon, cold cuts, cheeses, home made marmalade, musli and yogurt, fruit salad, our sour dough bread, croissants and cinnamon buns and freshly juices and our organic coffee and tees.

Sorry that we wasn't your kind of hotel but I hope you enjoyed our capital.

Best,

Joachim
Managing Director






	6. Nordic Light Hotel (****) – Stockholm, Zweden
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g189852-d455129-r134593744-Nordic_Light_Hotel-Stockholm.html#
Link 2: https://www.tripadvisor.nl/ShowUserReviews-g189852-d455129-r332609197-Nordic_Light_Hotel-Stockholm.html#

	Klacht 
“A drilling experience”
Me and my girlfriend visited stockholm for a romantic trip. We wanted a quiet, calm, aestetic long weekend with long mornings. Far from the stress and rush we experience everyday. We checked in thursday, and friday morning at 07.00 the drilling terror began. It seemed to have it's origin from the room right above us. After having argued what to do, I headed for the reception. A young lady told me there was nothing she could do, but promised the noise would stop in the weekend. The noise continued for over an hour! No noise in the mornings during the weekend, thankyou Nordic light, but the swedish drillers sure continued their terror monday morning. We recorded the noise and ran to the reception. "Can do nothin', write a complaint" the smiling receptionist told us. And so I did, including the ttached the drilling recordings. The hotel manager apologised and wrote "perhaps next time we visited he could offer a free dinner at the hotel...". Clap your hands and say yearh? No way. We will always remember Nordic light as a drilling experience with a staff, unable to act in favor of the clients. Too bad. 

	Reactie op klacht
Dear Guests,
At first I am sorry that you have got such a bad experience from your stay with us last week.

Just to clarify, the noise that disturbed your stay comes from some renovations in the building next to the hotel and unfortunately we are not able to do anything about it. We have been in contact with the company and made an agreement to not begin work early in the morning and late evenings but probably they do not follow that every day.
We continuously strive to improve the service we provide towards our guests but in this case there is a circumstance that is beyond our control and once again I am sorry that this caused an unpleasant stay for you.

I really hope you will visit us again so that we can convince you that we can deliver a pleasant stay at the Nordic Light Hotel.

Kind regards,
Charlotta Svedberg
Guest Relations Manager

	Klacht 
“Nothing really worked”
The noise level on Friday evening was terrible, not only in the bar area, but also in the restaurant (we had to cancel out reservation) and in the reception area. There were no other areas in the hotel where we could sit reasonably comfortably. 
The confusion at the reception desk at check-in was frustrating and took a lot of time to solve. Both we and the reception staff had to try to communicate over the noise of the DJ.
Several in our group found the beds uncomfortable. 
The week-end staff's confusion over the conference booking took a lot of time from our meeting.

	Reactie op klacht  
Hello!

Thank you for sharing your review here in this well-read forum.

I am sorry to read your text as it seems like we haven't been very successful this time. The volume is not supposed to be that high as communication is the key to a nice stay.

I will talk to the one responsible for the music and make sure that the volume will be lower in the future.

I am also sorry about the confusion regarding the conference.

We hope that you will have a nice holiday and a happy new year. You are always welcome back to Nordic Light Hotel, as we have lots to show you... We can do so much better!

Warm regards,
Philip Persson, Nordic Light Hotel



	7. Nordic C Hotel (****) – Stockholm, Zweden
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g189852-d233088-r367183553-Nordic_C_Hotel-Stockholm.html#
Link 2: https://www.tripadvisor.nl/ShowUserReviews-g189852-d233088-r330074140-Nordic_C_Hotel-Stockholm.html#

	Klacht 
“Not a nice experience for me”
When I arrived at the check-in, I received a key, went up to the room only to find that the room was not ready. Went down again, received another key, up again only to discover that the key wasn't working.Third time, I finally entered my room. The bed had a couple of ugly marks on the side, not a nice feeling getting into a bed like that.The chair next to the bed had two huge marks and my overall impression was that this was not a clean room. I wrote a complaint with photos for proof, but never heard anything back, which might speaks for itself.

	Reactie op klacht 
Hey Monika,

Thank you for taking your time to answer the question form we really appriciate your time. 
We are sorry to hear that your stay here with us was not what you had hopped for, we hope that after our talk that we could turn your experience around.

We are looking forward to your return and hope you have great time until next time with us.

Thank you Monika,
-Olle Friberg 
Nordic C Hotel

	Klacht Nicklas_Hoglund
“Overrated and high priced”
Highest price per sqm. Rooms are small, hardly space enough for one and if you are two...... For the price I expect higher standard and more comfort in the room. Can not recommend this hotel at all. (I stay about 200 hotel nights per year). //Nicklas

	Reactie op klacht 
Hi Nicklas,
It is saddening to read your review and I am sorry that you did not find your room to be worth the money.
If you want to, you can contact me on philip.persson (at) nordichotels.se and tell me more. I really want to hear what went wrong.

I thank you for sharing your review in this forum and I wish you a pleasant day.
Warm regards,
Philip Persson, Nordic C Hotel

	8. Scandic Continental (***) – Stockholm, Zweden
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g189852-d229383-r375053714-Scandic_Continental-Stockholm.html#
Link 2: https://www.tripadvisor.nl/ShowUserReviews-g189852-d229383-r407832750-Scandic_Continental-Stockholm.html#

	Klacht 
“don’t stay at this hotel”
Avoid staying here. A soulless hotel with often cold service and major issues. Room 916 was given to me on a business trip. It overlooks the outside bar and the music from the bar comes through the floor and window with a constant thump, thump. The bar shuts at 1am and the music continues till then
I asked to be moved, but said that at my price band the only thing I could be offered was a cabin room which is very small and no windows!
The bed is comfortable though. Shower dribbles out of the shower head.
It was late so went to restaurant for some food. Lady on reception desk of restaurant clearly did not want to be there. No human warmth of even a friendly greeting.
The restaurant is characterless and service, despite being 3/4 empty was slow. I ordered scallops - receiving 2 scallops and some slithers of vegetable. Would be totally inadequate if I had been hungry. and at 285SEK, extremely bad value. Should have gone to Kott & Fiske just down the road - a much better establishment for food and ambiance

Finally, the room numbering is truly bizaree. No logical order and finding the room means wandering around till you find it. Even the staff admitted they often didn't know where rooms were
So go stay in Radisson or even Scandic Clara/Grand Central - these are much better.
I travel to Stockholm on business and will never return here
	Reactie klacht
Dear bcbond,

Thank you for taking your time to write down theese comments from your last stay with us. All feedback is valuable to us and our ambition is always to get better. We will of course take action and inform all personnell regarding your experience. If your planning a trip to Stockholm within the near future we would like to get in touch with you personally. Please contact us by e-mail feedback@scandichotels.com.

Kind regards,
Sussie - Scandic Continental



	Klacht 
“Avoid certain rooms!”
Nice hotel, nice bar on the eight floor, good bed. But! There's one big but. Stay away from room 305 (and possibly 405, 505, 605 etc). It's adjacent to a service room, where running water and other noises spoil a good nights rest. The building activities starting at 0600 did also not help. When the guy who runs the meeting center asked me how my night was, I told him and he was very apologectic. The frontdesk girl asked if I enjoyed my stay, but did not react at all to my complaint, just "mheuh". What a fail at more than 200 euro's a night.
	Reactie op klacht
Dear Hansje.
First of all I appologize for our late reply. Thank you for sending us this important comments from you stay with us at our newly built hotel. Our maintenance team as well as our housekeeping manager are looking into what might have caused the disturbance during your stay. We apologize for the inconvenience. Your feedback is important to us and we appreciate that you've taken your time to give it to us.
We do hope that you will give us another chance and would love to welcome you as our guest again next time you visit Stockholm.
Have a nice weekend!
Sussie - Scandic Continental



	9. Scandic No. 53 (***) – Stockholm, Zweden
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g189852-d6105746-r279898166-Scandic_No_53-Stockholm.html#
Link 2: https://www.tripadvisor.nl/ShowUserReviews-g189852-d6105746-r398586084-Scandic_No_53-Stockholm.html#

	Klacht
“I wanted a hotel not a bar”
I've just spent 3 nights at HTL Kungsgatan and I wouldn't recommend it. On first impressions it seems nice. The reception and lounge/restaurant/bar area look good. The whole self check-in thing is a bit weird especially when the girl on reception had to help with the machine anyway so it seemed a bit pointless but I wasn't too bothered about that. The room was basic but we knew that and it was clean which is always important. However, the biggest problem came when we tried to sleep. We had had a long day of travelling and been awake since 2am so we wanted to get a good nights sleep. This was IMPOSSIBLE! Our room was on the first floor above the outdoor lounge area. The music was ridiculously loud. This might sound strange to HTL Kungsgatan but when I pay for a hotel room I feel like I should be able to choose what time I try to go to sleep and not have this dictated to by the hotel. They are clearly trying to attract people into the outdoor bar from outside the hotel. When we went to reception to ask if the music could be turned down we were told to go and ask the barman our selves. To me this is really bad customer service. The music was slightly turned down but for the next two nights it seemed even louder.
The staff are all very young (and i'm only in my 30s) which wouldn't have been a problem if I felt like they'd been hired because they were great at customer service. They weren't. I think we had one hello the whole time were there. There was rarely anyone on reception and no sign of a manager. I've never experienced such bad customer service in a hotel. When I've stayed in other hotels of course I have experienced noise at night but not to this extent. We had three nights of very loud music until midnight to the point where the base was thumping in the room. The day before we left I went to reception and waited for someone to notice me. When I said about the music I was basically told the bar closes at 12. There was no sorry, just a blank face, end of story.  I would advise each member of staff to try to sleep in the rooms overlooking the bar after a long day of travelling or sightseeing. HTL might then realise that their layout/concept does not work.
	Reactie op klacht 
Hello Sunny547680

We are sorry for the inconvenience caused by an occasional event in our courtyard.

Our concept aims to deliver a great hotel experience for our guests from around the world and we will do our best in order to continuously improve the service levels. Therefore we value your comments highly. Our hosts are available 24/7 in our lounge where they can assist with all questions regarding check in, hotel matters, serving of food and drinks.

Take care, 
Stefan Pedersén
HTL Manager


	Klacht 
“Horrible experience, dirty room”
We stayed with my husband one night in this hotel while visiting Stockholm when we checked-in in our room at about 18:00 we realized that toilet and the floor was dirty and disgusting. We told it to the reception for them to clean it and went away for the diner. When we came back at around 23:00 the toilet and the floor was still dirty!!! We re-asked again and they made kind of cleaning but it was still dirty (see pics after "cleaning"). When we asked to change the room women on reception was not nice at all and there were at least 4 couples waiting their rooms which was not cleaned at all and they could not checked-in at all!!! Very bad service, dirty hotel and unpleasant personnel. Better to pay more but be in clean room!

	Reactie op klacht 
Hello zoyab300,
Thank you for writing your review and comments. We are truly sorry for your bad experience and that you where checked into a room that was not clean. We also apologize that you experienced bad service when asking for help. We where facing problems with our reservations system this day therefore the check in was very delayed. 
Our concept aims to deliver a great hotel experience for our guests from around the world and we will do our best in order to continuously improve the service levels. Therefore we value your comments highly. 

Take care,
Sophia



	10. Comfort Hotel Stockholm (***) – Stockholm, Zwedne
Link: https://www.tripadvisor.nl/ShowUserReviews-g189852-d206396-r430213291-Comfort_Hotel_Stockholm-Stockholm.html#
Link 2: https://www.tripadvisor.nl/ShowUserReviews-g189852-d206396-r413380511-Comfort_Hotel_Stockholm-Stockholm.html#

	Klacht 
“Terrible experience”
Great location. However, the breakfast is terrible (how can anyone screw up bacon?) and the rooms smell of drainage/sewage. this is a low cost 3 star hotel so perhaps its fine - you kind of get what you pay for really - although stale bacon and sewage-smelling rooms are not an option for the next time I visit Stockholm on business. I must admit you do get used to the smell after a while (so you can have undisturbed sleep). Still it is not a welcoming feeling when you walk into the room after a day outside. I chose this hotel because the reviews on Tripadvisor seemed really good but please take the time to read the terrible reviews as they really do depict a more accurate description in my humble opinion.
	Reactie op klacht
How can anyone screw up bacon? That is a really good question! I shall take upon myself to quality test this going forward. 
In regards to the sewage smell, this is an unfortunate Stockholm syndrome as the seasons change, when cooler air gets into the pipes. 

Happy you enjoyed the location and was able to enjoy being close to everything in town. 

Kind regards
Jessica

	Klacht 
“Terrible tiny room without window”
good Location, but terrible room with no window. No other rooms available. New staff with no experience; making mistakes. Breakfast Standard low. only american coffee available. Price and Service relation extremely poor.

	Reactie op klacht
Hi,

Sorry to read that you were so unhappy with your stay. You are right that we have some new staff and unfortunately sometimes mistakes are made. 

Jessica & Comfort Crew



	11. Hilton Stockholm Slussen (****) – Stockholm, Zweden
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g189852-d229386-r374896925-Hilton_Stockholm_Slussen-Stockholm.html#
Link 2: https://www.tripadvisor.nl/ShowUserReviews-g189852-d229386-r420804489-Hilton_Stockholm_Slussen-Stockholm.html# 

	Klacht
“Smelly bathrooms and poor maintenance......Not a good night!”
[image: ]I stayed at the property last year for the first time as it is close to the offices. The lights in the room did partially not work and my colleague who was on a delayed flight found that the hotel had overbooked the rooms and she was sent elsewhere at 2pm in the morning. 

The guest services manager apologised profusely and suggested I gave it another try and that's what I did 3 days ago.

The prices of the rooms (small they are indeed) are steep. I arrived at the room and found again, that some lights in the room did not work. But as I had arrived late, I made do as all I wanted was sleep. I opened the room to the bathroom and was greeted by a rather bad smell from the shower drainage. Thought I best just take a shower and head straight to bed. The shower head only provided a rather weak stream of water and looking up it was not difficult to work out why: the shower head had not been cleaned or renewed in a long time.

I like a comfortable bed and staying at the Hilton that is what one usually gets yet not in Stockholm. One sleeps on a very thing mattress with a solidly hard support underneath. So the two things that one really wants when staying at a hotel, a refreshing shower and a good nights sleep was not on offer.

The breakfast buffet is of very good quality yet when the waiter asked for coffee I ordered a cappuccino and once it was served I was advised by the waiter that if I wanted any further cups I could get one myself by the machine.

Just what I needed to hear after a rather poor night in an overpriced hotel!

And one just wonders whether the manager of the hotel ever does a good check of what's actually going on in the hotel? If that's really the case then, oh well.......
	Reactie op klacht
Dear ThomasLSW18,
Many thanks for your comprehensive feedback about your stay with us. 
I get sincerely so concerned and sorry to read your words, to understand that we failed on so many points. Please rest assured that each detail you raise have been shared with the concerned Managers for further improvement and I of course get specially sad since I asked you to give us a second chance. I do respect if you should not wish to return but I do know that we can so much better than what you have experienced. Should you therefore still one day consider coming back to us, please do not hesitate to reach out to me prior to your arrival at helene.omota@hilton.com.
I do hope to one day see you back with us and I am then looking forward hearing from you.
Yours sincerely,
Hélène O
Guest Relations Manager


	Klacht 
“Horribe checkin”
[image: ]We had upgraded our room to Kings Executive room but the receptionist did not see this in the system and the HHonors webpage was down so we could not show any proof. We had to accept a standard room and late at night when the webpage was up again we finally could show the proof they asked for and finally we got the right room, however, without any apology. This is not ok service for Hilton.
	Reactie op klacht 
Dear Daniel L,

Thank you very much for sharing your experience about us on TripAdvisor.

I am truly sorry that due to a system error it was not indicated that you had upgraded your room to an executive room and that you did not receive the satisfactory service and apology when this was clarified. I deeply apologise and please rest assured that I will follow up with concerned team members.

I do hope to have the possibility to welcome you back to us for a much more pleasant memory. Should you return, please contact me on helene.omota@hilton.com and I will gladly see to all the details of your booking.

Warm regards,

Hélène O
Guest Relations Manager



	12. Clarion Hotel Amaranten (***)
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g189852-d233098-r245468981-Clarion_Hotel_Amaranten-Stockholm.html#
Link 2: https://www.tripadvisor.nl/ShowUserReviews-g189852-d233098-r364522373-Clarion_Hotel_Amaranten-Stockholm.html#

	Klacht 
“Bad surprise”
The Lobby is really nice, the staff is friendly. When you enter the room you think it's small but ok. But the Bathroom scares you off... Never seen anything like this in a business hotel in Western Europe. Never again unless they renovate the rooms!
	Reactie op klacht 
Thank you for your feedback .
We apologize that we did not meet your expectations during your stay us at Clarion Hotel Amaranten. Your views and thoughts are vital to us. We have started a renovation that we have been longing for. 

Welcome back. 
Regards
Chatrine

	Klacht 
“chaotic nightmare”
I have heard that they have hotels made totally out of ice in Sweden. Well, the Clarion must be Stockholm's latest trend: A hotel within a construction site, see if anyone notices if we don't tell.
To me, having a complete renovation, as seen on the pictures, and not tell guests about it prior to booking is bordering fraud.
There is dust and pieces of concrete everywhere, you walk around and amidst ladders, and work tools and the noise is deafening from 7 in the morning onwards.
I am sure, the hotel will be quite nice, once the renovation is done, but their problems will not end there.
During breakfast we had to watch front office staff standing around, coffee cup in hand, laughing, chatting, hugging, completely oblivious of the guests who tried desperately to find a clean, or even dirty table.
Back of the house staff, stewarding and others, freely helped themselves to breakfast from the buffet and walked through the restaurant coffee cup in hand.
There was no supervisor, no visible management anywhere, not during my entire stay.
The rooms are okay, if rather small, but they were very, very hot and a bit dusty, 
The bathroom has the size of an airplane toilet and housekeeping enters the room without knocking, even if there is a 'do not disturb' sign outside.
Again, there was no supervisor.
The restaurant is just as chaotic. Construction workers walk around everywhere, also with coffee in hand.
The food in their 'Kitchen and Table' restaurant is a matter of taste and I did not like it at all.. The menu is very restricted and I had a hard time to chose something that did not sound too weird.
In the end I had the' Tandoori smoked salmon' which was bitter and burnt and the 'Cod of duty', which I do not wish to talk about so I won't be reminded. We chose not to eat there again, so I don't know about the other dishes. To me, all they do is spoil perfectly good ingredients in a failed effort to appear creative.
To end on a happy note: The breakfast was absolutely amazing, one of the best I have ever had, and the WIFI is free and reasonably good. Would I stay here again? No,certainly not, but I would come for breakfast.This is be the most poorly managed hotel I have ever seen.
	Reactie op klacht 
Many thanks for your feeback from your stay at Clarion Hotel Amaranten.We appreciate that you have taken the time to give your feedback to us. I am glad to hear that you liked our breakfast and wifi. I am really sorry to hear that the rest of your stay with us was no good, I do really apologize for this. 
Please send me your contact details so we can compensate you and welcome you back to Clarion Hotel Amaranten. 
Regards
Chatrine Andersson
chatrine.andersson@choice.se











	13. BEST WESTERN Kom Hotel (***) – Stockholm, Zweden
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g189852-d237671-r209935162-BEST_WESTERN_Kom_Hotel_Stockholm-Stockholm.html#
Link 2: https://www.tripadvisor.nl/ShowUserReviews-g189852-d237671-r259666796-BEST_WESTERN_Kom_Hotel_Stockholm-Stockholm.html#

	Klacht 
“no window in the room”
[image: ]Be cautious with this hotel: They gave me a room without window. It was not marked on the confirmation and they did not tell even when checking in. They could change the room only after the first night. This night was a horrible experience. For somebody slightly claustrophobic or somebody who does not like air conditioning, this can be a horrible experience. The staff understood the situation and changed the room for the other nights. The staff was very helpful but they could not do anything about the situation.
	Reactie op klacht 
Hi Markus, Thank you for filling out our evaluation. I apologize for not exceeding your expectations. .We only have 1 room that don´t have a window. It is newly renovated. But I can understand that is disturbing without a window. We have emailed you earlier today about your staying We will compensate you for this with a gift card that you can use at our hotel or in other Best Western Hotels. Again I apologize and hope you will give us anotheer opportunity to serve you. Best regards /Marlene


	Klacht 
“Found a tick in my bed”
Disapointed to have found a big brown tick on my bed... I asked for a room change, caught the tick with a glass and paper and brought it to the front desk. The front desk agent did not know what a tick was and even told me "it's probably lice". Overall the hotel helped me by getting me to another room, but perhaps rooms should be cleaned in a better way?
	Reactie op klacht 
Dear Guest. Thank You for taking the time to review our hotel. I am truly sorry for Your inconvenience regarding the bug in Your room. Unfortunately, these things happen to hotels all over the world. Insects and bugs get carried by travellers and infest rooms occationally. This is a nuisance for the entire industry. I can assure You that we take this very seriously and we have a service agreement with a local pest control firm that sanitize any room that has been infested. This has nothing to do with cleanliness, on the contary, we educate our entire housekeeping staff continually regarding theese issues. Again, I am very sorry and apologize for any unpleasantness You may have experienced during Your stay with us. Please contact me directly if You wish any further explanations or want to book a room for another stay.
Kind regards, Torbjörn Brown / General Manager








	14. Ibis Styles Stockholm Odenplan (***) – Stockholm, Zweden
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g189852-d3355225-r386428959-Ibis_Styles_Stockholm_Odenplan-Stockholm.html#
Link 2: https://www.tripadvisor.nl/ShowUserReviews-g189852-d3355225-r388383137-Ibis_Styles_Stockholm_Odenplan-Stockholm.html#

	Klacht 
“big dissapointment”
[image: ]This was one of the biggest disappointments i have had. As a long standing member of the ACCOR club, we reserved and fully prepaied our room more than four months in advance. Upon arrival, we were given a small (very small, more like a nun's cell in a convent or a prisoners cell in a jail) room in the basement with just a little window near the ceiling. After complaining we got another room. From the basement we moved up to the attic in a slightly larger room under the inclining roof. (watch your head when moving) Positive about the room is that the bedding was of good quality and there were ample power outlets. For the rest, no furniture to store your belongings (we had to keep all our clothes in our suitcases during the stay), no coffee making machine, no minisafe, no mini bar or refrigerator, none of all the small details that make the difference between 2 and 3 stars. The bathroom was small and really basic with a shower without its own compartment where the drain is just in the floor itself. On arriving monday evening i mentioned at the reception a problem with the shower (the kind of problem any handyman with the proper tools can fix in five minutes). It took till wednesday evening before i could take a proper shower. Breakfast buffet is basic without any variation and served in a small windowless room in the basement. At rush hour (around 08:00 hr) there is no more space available and you have to take your plate with the food up the stairs to the ground floor where there is another breakfast room. Very convenient for people withe little children.. Their web site shows nice pictures, the reality is completely different. One advice: Stockholm is a beautifull and nice place, but do not go in this hotel.
	Reactie op klacht
Thanks for your time to write a comment about our hotel. Sorry to hear that we don´t live up to your expectations. 
We always read the comments that our guest´s give us and we will have this in mind in the future so we can be better in all we do.

Regards

Magnus
Supervisor

	Klacht 
“Never again”
[image: ]I had chosen to stay at Ibis Styles Stockholm Odenplan because of its location and business meetings I had agreed in the area. 

The hotel was overbooked and I was thrown to another Ibis Styles in Järva, outside the city. I asked to get to some other hotel in the downtown area because that's where I needed to be but the request was rejected.

I also asked for a refund but that request was also rejested. The hotel I ended up staying at refused to do it and Ibis Styles Odenplan claimed that they cannot do it because the don't have my creadit card details.

Ibis Styles Stockholm Järva is by a highway and surrounded by office buildings. There is nothing there. I am convinced that the property is never overbooked, so the Odenplan property overbooks when ever possible and then routinely send customers to this location outside the city.

After this experience I will never stay at any Ibis hotel in Sweden, and probably never at any Ibis hotel anywhere in the world.
	Reactie op klacht 
Thanks for your feedback of your stay at Ibis. Sorry to hear that you had to move to another hotel. We always do our best to help our guests so everything will be fine for them.
We take the critic seriously and we will take it whit us for the future.
I hope you will stay at Ibis somewere in the world.

Regards

Magnus
Supervisor




	15. Scandic Norra Bantogert (***) – Stockholm, Zweden
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g189852-d234276-r430852758-Scandic_Norra_Bantorget-Stockholm.html#
Link 2: https://www.tripadvisor.nl/ShowUserReviews-g189852-d234276-r279864263-Scandic_Norra_Bantorget-Stockholm.html#

	Klacht 
“Stay somewhere else...”
[image: ]Check-in and check-out can be painfully slow. Computer glitches are common. (I was asked to pay in cash for my room because the credit card system was down. Ironic, given that Stockholm is essentially one of the world's cash-less cities.) Breakfasts are a total mob-scene. If you don't arrive at precisely the right time, you won't find a place to sit. So you end up going somewhere else. There are other Scandic hotels in the area that work well. Perhaps it's the reliance on large tourist groups at this one, which makes it so unpleasant. Regardless, stay somewhere else and save yourself the frustration....

	Reactie op klacht 
Hi davidhG5927DU,
Thank you for taking your time to write your review! I am sorry you had this experience with us. 
We unfortunately had a connection problem at all our hotels that day with the credit cards and I am sorry that you were affected by it!
I hope that the other hotels within Scandic can continue to offer you the experience you are looking for and wish you a nice autumn!

Kind regards,
Karin Sinclair
General Manager

	Klacht 
“Renovation + ground floor. ”
[image: ]The feeling you get when you realise that the windows are covered in plastic and that they put you up on the ground floor. Can't recommend this place. 

The breakfast had cold bacon. 

Oh, and you also may have to walk two blocks to get to your room.
	Reactie op klacht 
Hi Daniel J,
thank you for offering us your review - it is valuable to us!

I am sorry that you were not informed properly that you had reserved one of our 7 studios in the buidling of Norra Latin, 300 m away from the hotel. We offer these studios as they include a kitchenette in addition to a standard room inventory. I am sorry that this information was not offered to you!

I hope that we can get the chance to welcome you back to a room in our main building at the hotel and offer you a better stay!

We wish you a nice and warm summer!
Kind regards,
Karin Sinclair
General Manager



	16. Clarion Collection Tapto (***) – Stockholm, Zweden
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g189852-d206394-r223358860-Clarion_Collection_Tapto-Stockholm.html#
Link 2: https://www.tripadvisor.nl/ShowUserReviews-g189852-d206394-r250284904-Clarion_Collection_Tapto-Stockholm.html#

	Klacht 
“Does the staff steal?”
Worst service i've ever experienced. I had ordered a package to the hotel. I told them i was waiting for it, and asked them every day, several times if the package had arrived. They told me no every single day. So i went home without my package. When i came home i saw that the package was delivered at the hotel the same day that we checked in, and that one of the employees had signed for mye package. Why would'nt the staff give me my package? I've tried to contact them but they won't answear me. Does the staff steal? In my eyes is it stealing when they on purpose won't give me my package, and won't answear me. 

About the hotel; bad breakfast, dirty room and bad service. We also found a used, dirty q-tip in our bed. The only thing they did with the q-tip was change our sheets and remove the q-tip. It was several dirty spots on the floor and didn't look clean at all. It was lime and dirt on the showerhead. It was really grose and so dirty everywhere. I have pictures to confirm this. I would not recommend this hotel to anyone. 

The only good thing i can say about this hotel is that they have free dinner. The dinner is ok, but for me, it's not good enough reason to stay there only because of that.
	Reactie op klacht 
Dear sir,

thank you for taking the time to review us here on Tripadvisor. 

I am truly sorry to learn that our routines have failed in this matter. Being the new director, this is the first thing I will look into to make sure this never happens again. I know the package has now been shipped to you so I do hope you are convinced by now that our staff doesn't steal. 

Regarding the other matters, I would be more than happy to receive some more information, which room you stayed in etc. so that I can look into that as well. What you describe is very far from the standard and service we normally stand for. 


Best regards
Eva Ottosson Rask 
eva.e.ottosson@choice.se


	Klacht 
“Stay away”
A hotel that costs 1900 kr per night should have a much better standard. The pillows are very small and the duna thin as a sheet. I was freezing all night. No shampoo in the shower and the towels were stiff and small. I arrived late at night and they could not offer anything else but a toast to eat. Not a pleasant stay. Will definitely not come back.

	Reactie op klacht 
Dear Sir/madam,

thank you for taking the time to revies us here on Tripadvisor! I am very sad to hear that you did not enjoy your stay with us. I am relatively new as managing director at this hotel and the pillows are one of the first big changes I want to do as I agree on that they are too small. We do, however, have more pillows in the wardrobe which I do hope you found. I am sorry to hear that you were so cold in your room, that is nothing I have ever heard before but if you had contacted the front desk they would have come up with extra duvets and a heater. There is a shampoo dispenser in every room, if this was not refilled, I apologize. The reason for not having a very big range of food to sell is that we offer all our guests a complimentary evening buffet. Please contact me directly if you could consider coming back and we will make sure to do something very nice for you.

Best regards
Eva Ottosson Rask
General Manager








	17. Crystal Plaza (****) – Stockholm, Zweden
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g189852-d229360-r374911817-Crystal_Plaza_Hotel-Stockholm.html#

	Klacht 
“Good location, but poor quality sleep and poor care for dietary restrictions”
[image: ]I was here for a business trip. The hotel has a pretty interesting vintage allure, and I agree with most of the previous reviews saying that the quality/price ratio is good, if considered the location. However, two things happened that make me score it with 1.

First, my room was at the first floor and faced the road. In a central area like that one, the noise of cars, (sometimes drunk) people, cleaning services were so loud sometimes that I could not manage to sleep at all. Naturally this didn't allow me to work properly the day after.If you stay here, consider bringing earplugs.

Second, I was disappointed by how they do not care about people who have dietary restrictions and communicated them in advance. I asked them 4 days in advance for lactose and egg free products, and I received a confirmation from the staff via email. What happened at breakfast is that I was given half of a glass of oat milk (believe me, you could not even make a macchiato with it) and the staff said that "in the case I want more, I can ask". That felt simply weird to me, so I lost the wish to ask for more.
When I asked about margarine, the staff actually gave me low-fat butter. That was really a sign of poor caring to me. I made them notice that it was actually butter, then the staff got back to me saying that they did not have it. Despite my warning. To me this was pretty absurd and disappointing.
	Reactie op klacht 
Dear Ilaria, 
Unfortunately there is not much we can do about the noise from the surroundings as the hotel is located in the city center. We do offer more quiet rooms which are facing the courtyard.
As for your second point, we would like to give you our sincerest apologies. Not only did we have terrible miscommunication between the departments, but you should also have been treated much better. I would like to let you know that we have informed and talked to the staff about your review, and since your stay we have also implemented a standardized list of what we can offer regarding common dietary restrictions. Thank you for letting us know how to improve.





	18. Scandic Upplandsgatan (****) – Stockholm, Zweden
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g189852-d8570552-r384678468-Scandic_Upplandsgatan-Stockholm.html#

	Klacht 
“Bad policy for refunds”
We booked a flight to Stockholm on June 14,2016 and were to stay at this hotel. Due to the SAS strike we did not make it to Stockholm. Despite the fact, the hotel most likely rented our room out to one of the thousands stranded in Stockholm, they were unwilling to refund our prepaid room. Bad policy and poor public relations.
	Reactie op klacht 
Hello Lakehouse259,

Thank you for your review and comments.

We apologize that you were not able to visit Stockholm due to the strike. Unfortunately the policy regarding non refundable rates is common for our company and also other hotels in Stockholm. However due to the circumstances we offered the customers the opportunity to change their non refundable reservations to an alternative date within 2 months of the original reservation if possible. You can also reclaim your nights with your insurance company.

Take care,
Sophia 



	19. Hotel Hellstens Malmgard (****)
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g189852-d2257680-r264797285-Hotel_Hellstens_Malmgard-Stockholm.html#
Link 2: https://www.tripadvisor.nl/ShowUserReviews-g189852-d2257680-r376964413-Hotel_Hellstens_Malmgard-Stockholm.html#

	Klacht 
“Rooms too small to be called a hotel”
Rooms not suitable for more than one person over 3ft. Towels are from when hotel was built, feel like sandpaper. Not enough tables in breakfast room, not much fruit & hot food finished at 9am. Far from tourist places. Not recommended.
	Reactie op klacht
Thank you for taking your time to write a review about us.

Feedback from our guests is very important to us and we find it important to communicate back to explain certain circumstances. Hotel Hellstens Malmgård is situated in a rebuilt mansion from 1770. It is a remarkable historic building which has been declared a cultural heritage site. Therefore the renovation of this house has been done very carefully. Due to this, the rooms are indeed very different and quite spectacular. Some rooms are in fact small and narrow and many others again are bigger. To me this makes the hotel charming and something special, but I do understand if this was not ideal for you. Since all of our rooms are unique we do wish for our guests to let us know if they are not happy with the room, and the staff always do their best to change to another one if possible.
Actually Södermalm is a part of the inner city and its located just 4 stops from the central station

Our breakfast buffet is Scandinavian style with different choices of fresh bread and spreads, yoghurt/milk and cereals, eggs, fruit, freshly made bacon and scrambled eggs and etc. I am very sorry to hear that this was not of you taste and apologize for the fact that you were dissatisfied. The lack of service from the staff at the breakfast is not acceptable and actions have been taken to improve this.

Once again, thank you for giving us the chance to improve. 

Do not hesitate to contact us, should you have any further feedback regarding how we might be able to make your stay as memorable as possible.

Per Hellsten
Owner
Hellstens Malmgård

	Klacht 
“Do not stay in room 702”
Although a beautiful and picturesque setting, the thoughtless management have put this room in the basement beside the breakfast room. Unless you wish to be woken at 6.30 by a constant circus then this is not the place for you. At £150 a night it is disgraceful that someone would believe this appropriate

	Reactie op klacht
Dear Christo,

Thank you for taking your time to write a review.

I am sorry to hear that you weren’t able to sleep well due to the near location of the breakfast room. Hotel Hellstens Malmgård is situated in a rebuilt mansion from 1770. It is a remarkable historic building which has been declared a cultural heritage site. Therefore the renovation of this house has been done very carefully. Due to this, the rooms are indeed very different and quite spectacular. Since all of our rooms are unique we do wish for our guests to let us know if they are not happy with the room, and the staff always do their best to change to another one if possible. The rooms you are referring to do however have a nice small patio so they are very popular during summer and for smokers so I think it does depend from person to person what you prefer during the stay.

Once again, thank you for giving us the chance to improve. 
Do not hesitate to contact us, should you have any further feedback regarding how we might be able to make your stay as memorable as possible.

Per Hellsten
Hellstens Malmgård



	20. Mornington Hotel Stockholm City (****) – Stockholm, Zweden
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g189852-d227485-r151544081-Mornington_Hotel_Stockholm_City-Stockholm.html#
Link 2: https://www.tripadvisor.nl/ShowUserReviews-g189852-d227485-r286231326-Mornington_Hotel_Stockholm_City-Stockholm.html#

	Klacht
“Awful!”
Rude staff, not helpful at all. The rooms are very cold and tiny. The breakfast needs a huge improvement. Expensive for what you get, there are other cheaper and much better hotels in stockholm. The only thing thats is good is the location.

	Reactie op klacht 
Dear guest,

Thank you for taking the time to leave your review. It is sad to hear that you did not enjoyed your stay with us. I would like to get in touch with you, could you please E-mail me at jenny.henriksson@mornington.se

Best Regards
Jenny

	Klacht 
“expensine youth hostel”
Small rooms, no A/C, soap the size of a choclate mint, showers that flood the bathroom, no help with luggage, noisy and expensive. Much better deals in nicer hotels in Stockholm. It seemed like a youth hostel with bathrobes and slippers.
	Reactie op klacht 
Dear Frank,

Thank you for your review.
We are sorry to hear that we did not meet your expectations. 
We hope that you on your next visit to Stockholm will find a hotel that suits you.

Regards
Helena



	21. Hotel Drottning Kristina (****) – Stockholm, Zweden
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g189852-d7391443-r416909287-Hotel_Drottning_Kristina-Stockholm.html#
Link 2: https://www.tripadvisor.nl/ShowUserReviews-g189852-d7391443-r418807476-Hotel_Drottning_Kristina-Stockholm.html#

	Klacht 
“A 2 star hotel claiming to be a 4 star hotel”
We had a very unpleasant stay at this dated hotel that claims to be 4 star but is much more like a 2 star. The hotel is exceptionally noisy at night with most of the rooms being disturbed by loud music from nearby bars that goes until late. The pictures published on the website look nice, but only show a couple of their superior quality rooms. Their standard rooms are not pictured and are just awful. Some of them literally don't even have any windows! These rooms are more like depressing storage closets with terrible lighting. Do yourself a favor and book one of the many much nicer, but equally priced hotels located nearby.
	Reactie op klacht 
Dear Rudrabhima, 

I found it very sad to hear your visit with us was everything but good.

If it feels alright with you, I would very much like to be in contact with you about your stay.

Thank you again for offering us your important feedback. I sincerely hope that we will be in contact. 

Best regards
Fiddeli Fahlén
fiddeli.fahlen@drottningkristina.se

	Klacht 
“Avoid this fraud at all costs”
I booked a Queen Suite for 500 Euro a night and we were given some sort of standard room, with a view on a building from the Seventies. When I complained about the room, I was told by the rude reception staff that it was all booked, and no room was available. Only when said I would be publishing a really bad review, all of sudden there was a mysterious last minute cancellation, but at that point - it was 11pm - I refused to change. The hygenic standard is less than average, there is no water in the mini bar, the toilet is so close to the shower (in a suite!!!) that you keep bumping into it. At the end, I complained, showed them how the Queen Suite from the booking.com website was supposed to look like, and even though I checked out a day early, I still had to pay the full amount!! So if you can, avoid this place. There are far better places and far better prices.
	Reactie op klacht 
Dear Francesca Z, 

Thank you for your feedback. 

I'm sorry to hear that you're not pleased with your stay. 

All of our 20 Queen suites look different in color, design and location in the building and I'm sorry to hear that your room didn't fit you perfectly. 
	
Since we were fully booked we couldn't change your room immediately but later in the evening when you asked to change your room again we had a last minute cancellation just a few moments after you came back to us and therefor we offered you to change your room. 

I'm so sad that you didn't want to change so you could stay another room that would fit your taste better that was located towards the main street and not the courtyard. 

At the hotel we have a cancellation policy of 24 hours before arrival and when you wanted to cancel the reservation just a few hours before the set arrival time, we couldn't cancel the last night without an extra cost. 

I wish you a pleasant evening. 
Best regards, Fiddeli



Bijlage 5: Analyse van de reacties door de tweede codeur

	1. Petit Palace Lealtad Plaza (****) – Madrid, Spanje
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g187514-d3476554-r439495944-Petit_Palace_Lealtad_Plaza-Madrid.html#
Link 2: https://www.tripadvisor.nl/ShowUserReviews-g187514-d3476554-r225383785-Petit_Palace_Lealtad_Plaza-Madrid.html#mtreview_225383785

	Klacht 
“Pretty appearance but Lousy stay/staff”
What I liked:
1. Location was good as it is near the Madrid Prado Museum and it is located on a quieter neighbourhood. 
2. The decor is nice and the room is a big squarish room ideal for 2 persons only. (The sofa opens up as a bed for another 2 persons but doing so eats up most of the space in the room and the whole place becomes very cramped).

What I disliked:
1. It is not near any metro station so it is a good 15 minutes walk to the nearest station.
2. The floor boards are creaky and is disturbing to someone else trying to sleep in the room. 
3. The room does not have its own air-conditioner - a major, major downside. Here in winter, the central heating is too warm and stifling so one has to open the balcony doors to let in fresh cool air. But this means letting in the street noise and even though the hotel is on a quieter street, all noise on the street is terribly loud. On our first night, we were kept awake by a child crying incessantly. On the second night, the rubbish truck doing its round early in the morning woke us up. I was only too happy that we used the hotel only late at night and were out early in the mornings. 
4. The shower has no door and this would inadvertently wet the entire WC and WC area. 
5. The reception staff - they were the most unfriendly we have met in all 6 accommodations we stayed in Spain. Totally unhelpful and sulky when approached. 
I'm NEVER ever going to stay at another Petit Palace accommodation again.
	Reactie op klacht
Dear Duke_Singapore

Thank you very much for your time, we always appreciate our guests’ personal feedback, it is very useful to improve our services, but I admit I am somewhat shocked after the hundreds of fantastic reviews and compliments we do receive everyday, specially about the great service provided by the team.

I have checked with my colleagues and my understanding is that everything was ok during your stay. I am sure if we had heard from you during your stay I would have had the opportunity to resolve the issue to your satisfaction so that you would have been able to enjoy the remainder of your stay.

At Petit Palace we take guest satisfaction very seriously, clients are our priority and we put all our passion to make of your stay a memorable one. I would be most than grateful if you could contact me directly (at tatiana.moya@petitpalace.com) to discuss your experience in detail, so that we might understand further. 

Regarding to the air conditioning system, it depends on the season. Our hotel is not able to have connected at meantime hot and cold air because of having only one air vent.Mid-November in Madrid is a cold city and for that reason the heating is ON instead of the AirCon. 

Overall I do hope you had an enjoyable time in Madrid and It would be amazing if you have us the opportunity to welcome you back to the hotel son.

Best regards
Tatiana Moya (Hotel General Manager)

	Klacht 
“Terrible hotel & Does not deserve a 4* rating”
My family and I visited this hotel in August 2014 and was disappointed it lacked of basic amenities. Its a very poor hotel and I will definately not be returning to this hotel or its chain. This hotel should be 2 or 3 stars not 4 stars as it claims. 

Disadvantages:

1. No tea and coffee making facilities in the room. So if you like a cuppa, be ready to fork out €10 for 2 cups of tea and 2 toothpick like biscuit spoons from room service.

2. The mattrass was as hard as the floor. I might as well have paid to sleep on a floor. We all woke up with backache and couldnt wait for our 5 days to pass quickly.

3. Continental breakfast was served in a tiny breakfast room but most of the items were out of a tin. The only foods actually cooked were the eggs and bacon. All others were sadly from a tin. Processed hotdog sausages, tin fruits, rock hard rolls that can break a jaw. I left breakfast with a saw tongue and jaw as a result. Melons were fresh but sadly I picked up a suggy apple one morning. Baked beans was swimming in so much juice, you can tell its being watered down with gallons of water.

4. There is no restaurant or bar in this hotel just a breakfast and room they call restaurant. So if you and the kids are hungry at nite nothing to nibble except you have your snacks. There is over priced room service. Sandwich is €12.

5. Poor staff who hardly understand English and uneducated about the surrounding with the exception of a gentleman who was well travelled and very fluent in English.

6. Poorly furnished lounge area and out dated deco in hotel and bedroom.

7. Over rated and overly priced.

8. Bathroom layout is absolute rubbish as theres always a flood due to no shower door so we resulted to laying towels on the floor daily.

9. Kids were bored cos no kiddies channel to watch even in spanish. There was Spanish Canes channel which aired cartoons from 8-12 and thats all.

Advantages are very few:

1. Free Wifi for paying guests.
2. Daily cleaning of the room although toilets are not cleaned to a high standard, as we still smelt urine after the cleaner left.
3. Close to city centre and other eating houses
4. Close to airport
	Reactie op klacht
Dear Hothenzy:

Firstly thank you for writing a review and sharing your experience. It is only with our guest’s feedback that we can continue to improve. We usually take great pride in our service and attention to detail and I would like to offer my sincere apologies that we did not live up to our high standards on this occasion. I was very disappointed to read your experience with us was not to the standard we strive to achieve.

On a positive note I am delighted to hear that you find the Service of the Free WIFI and the location very convenient. 

If you come to Madrid again, I will appreciate to give us a second chance and I will make sure that your stay will be a lot different from what you have experienced.

Best regards,

José Mª Sánchez
General Manager
Petit Palace Lealtad Plaza




	2. Clement Barajas Hotel (****) – Madrid, Spanje
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g187514-d571096-r269688141-Clement_Barajas_Hotel-Madrid.html#
Link 2: https://www.tripadvisor.nl/ShowUserReviews-g187514-d571096-r355916011-Clement_Barajas_Hotel-Madrid.html#

	Klacht 
“Rock Hard Unusable Beds”
[image: ]We spotted it too late - the bed problem at this hotel, which came up several times in 'Room Tips' rather than main 'Reviews'.

They have a problem and they know it. Rock hard mattresses that are painful, not comfortable and hence unusable (for our one night stay before catching a 28th April flight out of Madrid). We complained after we arrived and said we couldn't use those mattresses. We wanted to leave BUT they didn't ask why. Only when I said 'Do you want to know why we are going?' did I tell them and they offered another room with, they said, new 'different' mattresses (they know they have a problem). We checked those out but they didn't seem much better so we said we were leaving. AT NO POINT did they offer a refund. They know they have a problem and should have refunded us. I am requesting a refund of our booking fee. In the UK these beds would come under the heading of 'not fit for purpose'. Others beware.

Roger Rees,
UK
	Reactie op klacht
Dear Customer, 
our martresses are first quality Spain company product. You stayed all night and when checking out you wanted the room for free, we changed your room where the bed is different and you did not like it as well. 

We do not have 8,5 value at booking.com or 4/5 at tripadvisor if we had that bad quality beds.


	Klacht 
“Ridiculously noisy!'
Clement Barajas Hotel has to be the noisiest hotel I have ever stayed in. Lorries loading and unloading and driving up and down ALL night. The windows must be extremely poor quality too as although they are shut sound like they are wide open. Other than that clean and tidy with friendly staff. What a shame!
	Reactie op klacht 
Dear Sir, 
We never received a complaint about noises at rooms. Windows are good quality indeed, I am really surprised about your comments... Lorries during night? It is not a main road, there is no traffic at night in the street...
Your first review at tripadvisor is at least weird.




	3. Only YOU Boutique Hotel (****) – Madrid, Spanje
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g187514-d4719800-r237865132-Only_YOU_Boutique_Hotel_Madrid-Madrid.html#
Link 2: https://www.tripadvisor.nl/ShowUserReviews-g187514-d4719800-r237865132-Only_YOU_Boutique_Hotel_Madrid-Madrid.html#

	Klacht 
“Old Building has plumbing issues”
[image: ]Traveled to Madrid with Business Colleague. Stayed for 5 nights. Each of us had to be moved form our original rooms. Old buildings that are decorated very nicely but underneath it is still an old building. I had water stream down my walls from the shower in the room above. I would not recommend this hotel

	Reactie op klacht 
Dear Mr RickBlane,

The team would like to thank you for taking the time and effort to write this review.

It is with regret that the team had to move you to another room due to the issue you experienced. In order to fix that it, our Engineering team had to go inside the room to carry out some works, reason why the Welcome Desk team offered you a new room for the rest of your stay. We are happy to announced you that the issue was fixed the very next morning. The building has been perfectly remodeled and refurbished.

We would like to apologise for the inconvinience this may have caused you.

Should you be back in Madrid anytime soon, we would like you to see you again in the Only YOU Hotel & Lounge!

Kind regards,

Guest Relations Manager

	Klacht 
“All form...No Function”
I have stayed at numerous hotels so far this year and this was by far the worst! I was on a 2-week business trip in Europe accompanied by my wife. We decided to spend one of the weekends in Madrid, Spain. A beautiful city. The Only You Hotel was recommended by a colleague as a nice quite place to stay near the center of the city. It was that along with a very trendy bar, BUT the room was completely dysfunctional.

There was no comfortable chair in the room. No storage for belongings. No tea pot/coffee maker and POOR ... I mean downright difficult to get Internet service. The staff brought a Mi-Fi device to the room in order to get connected and the first one didn't work. 

I asked for a second chair as the two of us were staying in the room and they brought another straight-back chair. Guess their guests like to sit on the bed or floor. OK - we're not the target market for Only You. If you like some of the standard conveniences mentioned above that were not included in the hotel room (@ 220 EUR per night) stay somewhere else!!
	Reactie op klacht
Dear bablondi,
Thank you very much for taking the time to share your opinion with the Tripadvisor community.
I am glad to read that you enjoyed our bar. As you say is really trendy and you can find real "madrileños" enjoying a drink or cocktail every night.

On the other hand I am really sorry to learn that you didn't like the chair we have in our rooms.
On your next stay please try one of our Only YOU Secrets. This special rooms offer a nice sofa.

I would like to know a little bit more about your stay with us to investigate what happened with the wifi in your room. 
I hope the wifi device we lent you worked and you could enjoy internet access not only in the hotel but in the city.

We will keep improving everyday and I hope you give us the chance to show you the real Only YOU experience.

Best regards

Guest Relations Manager



	4. Hotel Preciados (****) – Madrid, Spanje
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g187514-d232819-r143849325-Hotel_Preciados-Madrid.html#
Link 2: https://www.tripadvisor.nl/ShowUserReviews-g187514-d232819-r181526133-Hotel_Preciados-Madrid.html#

	Klacht 
“Disastrous”
This was my last stop in a two week trip of Spain. I had read such great reviews of this hotel, I decided to spend the extra to stay in such a highly rated hotel. Unfortunately, that did not happen. I made reservations in four other hotels in Spain. All of them were smaller, more boutique establishments that were less expensive. This was the only one who could not honor their commitments. 

Despite my confirmation, this establishment chose not to honor my reservation. They informed me that I would not be staying with them on the day I was to check in via email at about 12:30 pm. I was in route traveling, and I did not learn of their decision until I arrived. They apologized, but they never answered the question of why my reservation was not being honored. 

The rebooked me into another hotel, which they said "was better with a better room". Again, for some foolish reason, I believed them. It wasn't. The rebooked me into a hotel, with the same rating, but one that was on the noisiest street in the area. I let hotel preciados know, repeatedly, I was not happy with the arrangement, and for the first three email exchanges, they washed their hands of the situation. 

In their mind, they put me in a hotel that cost the same, so to them it was the same. However, the reason the new hotel cost the same was they booked me into a ridiculously large room, which made the prices the same. When planning the trip, I had looked at the hotel they rebooked me into, and the price for the standard room (for a single traveler) was 61 Euros a night cheaper. If I had booked at this new hotel originally, I could have saved $80 a night. Instead, I had to pay this extra due to hotel preciados' mistake.

I became so frustrated with hotel preciados' inability, or unwillingness, to offer any meaningful correction, I eventually had to ignore them completely. With every frustrating exchange I had with them, they made me angrier and angrier. I was on vacation, and this was the last thing I needed. It was not until returning home that I bothered to check their latest email, which was an invitation to come back to their hotel. Thanks, but I'll pass.

I know my one rating will not have significant impact on the overall score for this hotel. I am sure that this hotel will respond with some lavish apology or note to explain their side of the situation. In case they do decide to respond, let me ask the questions I have asked them repeatedly in email, which they have failed to answer:

1. If you didn't want me at your hotel, why did you accept my reservation?
2. If you were going to cancel it, why did you wait till five hours before I checked in, denying me the chance to find a place that would be acceptable to me?
3. When I let you know I wasn't happy, why were you unwilling to make this situation better?

Mistakes will happen. What you do to correct them defines you as a person or an organization. This establishment failed.
	Reactie op klacht 
Dear guest
Following your opinion you have included in TripAdvisor, please note we are really disappointed and very sad with your comments ,
It is true that we had to send to another Hotel becasue we have some problems in few rooms,but you booked a single room with us this room has 8m2 , it´s interior and we booked a much better room in another hotel, the same categorie as our hotel, 4 stars in the same area, only a few metres from us ,a Premiun room with 20 m2 and more services with the same rate of us. It was impossible to get this kind of room per 60 € in that hotel that you wrote in yor review. We try many times contact you and you never call back us, we just decided to get a room with us but it was impossible contact you.

I can understand your disgust but with your review is over and the only thing that is harming attemp.

Best regards
Javier Calle


	Klacht 
“What does a stay at a 4-star hotel mean to you? Ghosts or Preciados”
I spent a weekend at Preciados, and on the last day, I noticed that my nightdress was missing. It was fairly expensive sleepwear purchased in London earlier this year and something that I truly liked for its quality and style. As it was white I assumed that it was just mistakenly taken with the bed sheets and that I would have it returned the following morning. Well, it turned out that I was wrong. The hotel was not able to find it by the time of the check out, but I was assured that it would be sent to me as soon as it was found. As I did not hear from the hotel int he following week, I sent an e-mail of inquiry and I was told that the nightdress was not found, and that I should send a receipt for it in order to get reimbursed. When I informed Mr [--] the hotel manager, that I do not have the receipt any more, my e-mail was just left unanswered. When I informed him in the following e-mail that I would share this experience on the travel websites, I was accused of "blackmailing the hotel".
The fact that property went missing in a 4 -star hotel is highly unusual, that fact that it was never found is disappointing, but a complete denial of of the hotel's responsibility for it, combined with an insulting content and tone of Mr [--]'s e-mail are just appalling and violate all standards of professional business communication. Following his e-mail, I requested reimbursement for the lost property and an apology rom the hotel. Neither of the requests has been fulfilled. If you choose to stay at Preciados, please make sure that you lock away everything of value every time you leave your room just in case the "ghost" of Preciados is awake. Alternatively, have your "portfolio" ready with all the receipts for everything that you bring to the hotel. Or maybe just stay somewhere else where you and your property will be respected, safe and comfortable. (P.S. In the original review that I posted on Travel Advisor a few days ago, I included a direct quote from Mr [--]'s e-mail of which I informed him via e-mail. After that I got a notice from Travel Advisor that my review had been removed because it contained quotations from outside sources. I would be most happy to provide the original text of Mr [--]'s correspondence to any reader interested in it.)
	Reactie op klacht
Guest

It's maddening to read your comment, reading so many lies and false reality.


Javier Calle




	5. Hotel Atlantico (****) – Madrid, Spanje
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g187514-d227459-r287795722-Hotel_Atlantico-Madrid.html#
Link 2: https://www.tripadvisor.nl/ShowUserReviews-g187514-d227459-r142943797-Hotel_Atlantico-Madrid.html#

	Klacht 
“Hotel for Smokers”
[image: ]Be aware that this hotel has only smoking rooms. Even though they advertise each rooms as non-smoking, all have at least 3 ashtrays and smell of smoke. Additionally, the rooms are very tiny and old. I have no idea how this hotel ended up being No.6 on tripadvisor for Madrid, I would assume there are at least 100 better hotels.

	Reactie op klacht 
Dear Patrick Bateman.

First of all thank you for staying with us. We are sorry to hear about the different troubles you had to go through during your stay.Our rooms are non-smoking and we have ashtrays as part of the decoration, not for smoking. In each ashtray you can find a No Smoking sign. We would like to apologize for not exceeding your expectations and we hope that you will consider staying with us again so that we can have another chance to provide you with a superior experience. 

Sincerely,
Eva Garcia
Assistant Director

	Klacht
“RUN AWAY!”
Probably my worst stay in a 4* hotel ever. I'm hesitating between 0 and 1. Things that went well:
- location is excellent
- lady at the breakfast was nice and helpful.

Things that went wrong:
- hotel shuttle is free: put prefer any other transportation. It was scheduled to leave at 4.00. It arrived at 4.05 - fair enough... But we only left the airport at 4.30! So I missed my first meeting... The vehicle is scary - so old and unmaintained that it might fall apart any day!
- welcome very abrupt and total lack of warmth
- the first room that was given to me was a total scandal: no opening at all (or on a wall?), very worn out furniture - undecorated, and bathroom from the 1970s. Probably even worse than than any youth hostel or nun's room... I requested another room.
- The second room was a tiny bit better, but still no daylight (and I had to stay 4 nights). Good thing is, you sleep well since you never know if it is day or night. The room smelt really bad all of my stay, but there supposedly wasn't another room available. I had booked months in advance and requested a high floor. I don't know why it wasn't taken into consideration.
- Phonic insulation is non-existent: I was lucky I didn't have any neighbours the first nights, but the last two, I had the impression I slept with my snoring neighbours, walls are so thin!
- First morning: pouring rain over Madrid. I kindly asked for an umbrella (4 stars, come on!). Answer of the receptionist: "Sir, it's raining, of course we don't have umbrellas any more." Am I stupid, I would have gotten an umbrella if it was warm and sunny outside!!
- Breakfast is ok, nothing more. Service is poor. The lady is kind and willing, she's doing her best, but she can't cope with everything by herself. So many customers complained and had to use dirty tables to have their breakfast.
- Bar: probably the worst of it: waiter insulting and obviously unwilling to help. I went for a drink and had to leave without. The guy wouldn't answer my questions (I asked for a cognac and never got to know if he had any). He just mumbled and pointed. I wasn't apparently worth looking at and talking to. Then the six people behind me had to leave as well because he told them "Now I'm closed".
Conclusion: I will never go there again and certainly wouldn't recommend it to anyone. I tried to explain what when wrong on check-out, but the receptionist "didn't have time right now", and it was "the manager who decides to use horrible rooms and save on staff costs"... :-o
	Reactie op klacht
Dear Centau.

Thank you very much for letting us know your inconveniences regarding your stay at the Hotel Atlántico and we appreciated the time you have taken to bring this matter to our attention.

Please accept our sincere apologies for any discomfort this may have caused and please make sure that your comments have been passed onto the appropriate department for corrective action.

Your feedback is a vital part of our business and it is through your constructive comments that we are able to improve the service we offer guests in our hotel.

Finally I appreciate you have enjoyed our location and the lady at breakfast.

We would like to thank you again for bringing this matter to our attention and we do hope you will allow us the opportunity to be of service to you again on some future occasion.

Faithfully yours,
Eva Garcia




	6. Hotel Paseo del Arte (****) – Madrid, Spanje
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g187514-d609561-r148024854-Hotel_Paseo_del_Arte-Madrid.html#
Link 2:	https://www.tripadvisor.nl/ShowUserReviews-g187514-d609561-r157504158-Hotel_Paseo_del_Arte-Madrid.html#

	Klacht 
“Avoid this hotel at all cost”
[image: ]We were attracted to the hotel by a special offer that we regret having accepted. We do not understand the good reviews of this hotel, so read this review before going to there. You have been warned!

Room: CHEAP! The bed has one ultra-hard mattress and it ice-skates over the floor. So impossible to lean backwards on the wall because the bed will slide forward! (No way to attach together our two beds to mitigate the skating effect.) Guests with tender backs - you have been warned. "Reading" light not very useful. The TV is small and mounted at an angle toward the ceiling so it looks even smaller. Not a single drawer in the whole room. Fridge available but no hot-water kettle.

Bathroom: Reasonably good with lots of table-space but no receptacle for hand-soap. Shower is good. Large bidet but small WC with not enough leg-room (bidet more important?). Evacuation grill non-mechanized so room is sauna-like after a good hot shower (required as back first-aid after a night on this bed).

Breakfast: Good, although something we ate on our last day caused an upset stomach. If you wish to take left-overs to your room, the staff doesn't like it (first time in our life that we were told so).

Reception: Nice and smiley receptionists, although not accurate as for information (better ask at information - Infotur - in the city). We asked and received permission to leave our room at two o'clock, but this wasn't entered into the computer.

ATTENTION: Check your bill well before leaving the hotel. We never put anything on our room-tag in order to speed our departure. Yet the hotel computer showed an extra breakfast and a drink at the bar, and we had to get pretty angry to have it cancelled.
	Reactie op klacht 
Dear Guest:

We thank you very much for your feedback, your comments will help us to improve.

We have taken good note of all the points you mention and the staff involved has been informed about your appreciations, as we work accurately to reach the standards of quality we desire for all our guests.

We look forward to welcoming you in the future so you can enjoy ongoing improvements we made thanks to the feedback from our customers.

Best regards


	Klacht 
“Want Internet? Pay them 4 euro per hour / or 12 euro per day”
The reception was very unhelpful when I told them that my booking included wireless Internet service. They wanted me to pay 60Euro for Internet use for 30 days. That is highway robbery. Don't stay at this hotel unless you want to pay through the nose for internet use. Management was unprofessional. When I asked about breakfast, they curtly told me that it was not free, as though implying I would not be able to pay itm or I shouldn't expect any freebies (on account of m y complaint). I had to speak to two people to get my Internet problem resolved, and ended up having to pay 30 euro anyway if I wanted to be connected. Plus, when I tried to contact expedia to sort things out, the receptionist just handed me he phone and did not help me dial, even I asked her three times how I dialed a number in Belgium, where I live. The hotel is more like. 2.5 stars with the service of third-rate lodgings. Location is the only thing it has going for it.
	Reactie op klacht 
Dear guest,

We really appreciate your comments. Your opinion are of great value and allow us to improve our standards of quality and service.

We are evaluating the possibility of offering free internet in the future. 

Best regards




	7. Catalonia Las Cortes (****) – Madrid, Spanje
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g187514-d599363-r332512989-Catalonia_Las_Cortes-Madrid.html#
Link 2: https://www.tripadvisor.nl/ShowUserReviews-g187514-d599363-r158053632-Catalonia_Las_Cortes-Madrid.html#

	Klacht 
“AVOID THIS HOTEL - MONEY STOLEN FROM ROOM”
We had our money stolen from my bag in our hotel room, while we were out. When we tried to raise the issue with the hotel manager they had a don't care attitude. If you are looking at a hotel to stay in Madrid, this is certainly NOT the hotel I would recommend. PLEASE STEER CLEAR OF THIS HOTEL.
	Reactie op klacht 
Dear Mr. K,

Thank you for posting your opinion again of our hotel here at Las Cortes. While your complaint is the same as before, you mention that you spoke with the Hotel Manager , or myself, during your stay. I remember your case very well, because the recepcionist told me about it after your complained durung your check-out. As i said in my previous reply, I apologize for any confusion about disappeared money, but i will say again that i have complete trust in my staff here at Las Cortes. The woman who cleaned your room during your stay has worked with us for 10 years , and she has cleaned on average 15 rooms a day; rooms that have contained jewelry, money and other valuable things.Your accusation is the first we have ever received concerning her, and the fact that there is not any proof to the effect that your money disappeared in this hotel makes me stand by my employees even more. Hotels Catalonia trusts fully in its employees , and i repeat my invitation to come back to our hotel during your next stay in Madrid to try out our services once more and regain your confidence in us.

Best Regards

Paula Camblor
Manager

	Klacht 
“Absolute frustration”
[image: ]Pillows for a dogs. Dirty bed linen (hairs) and no aeration in the room at all. So it smells as a toilet inside. Poor WiFi. Overpriced significantly. I left the hotel after one sleepless night... Sorry but I would never recommend it to anyone. When I said that I want to leave them immediately, they even did not ask why...
Does it mean a normal course of business?..

	Reactie op klacht 
Dear Customer

Greatly regret his comments about our Hotel.
I would like to know that our quality is excellent, and that both cleaning and linen change is done daily.
No one at the hotel know of your stay, and your complaint, as if we have been advised, at that moment we had we offered all our help.
Catalonia Las Cortes strives to maintain our High standars and always looking for ways to improve .

Kind Regards

Paula Camblor
Manager



	8. Birger Jarl Hotel (****) – Stockholm, Zweden
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g189852-d233094-r367869437-Hotel_Birger_Jarl-Stockholm.html# 
Link 2: https://www.tripadvisor.nl/ShowUserReviews-g189852-d233094-r158467717-Hotel_Birger_Jarl-Stockholm.html#CHECK_RATES_CONT

	Klacht 
“Really Bad! Don’t come here”
Really bad experience. They offer cabinet rooms which was brooked by mistake for me. No way to change it when I saw the room in the hotel, except for 500 euro of additional price. They said overbooking. I say they should not even offer these rooms.

	Reactie op klacht
Dear FedeZH,
I'm sorry to read that you didn't enjoy your stay with us and that we weren't able to give you the service that we aim for.
We always work to give you the best service as one of ours guests.

We offer cabin rooms for guests that wants a good nights sleep to a good price.We never overbook our room types, but for the night that you booked you room for there was only suites available for an upgrade. We charge 500 SEK for an upgrade from a cabin room to a suite and I apologize there was a misunderstanding regarding the price.

We hope to see you at Hotel Birger Jarl soon again and don't hesitate to contact me directly to book a room that you wish for.

Best regards,
Cecilia Edholm 
cecilia.edholm@birgerjarl.se

	Klacht 
I booked this hotel in "booking" but my flight was cancelled the day of the visit due to the european strike of Lufthansa. I called "booking" and they called the hotel to ask for cancellation due to the special situation, they even proposed to change the date of the visit since I will go anyway to Stockholm in the next weeks.
They did not accept any of the possibilities and charged me fully.
I will never go there again.


	Reactie op klacht
Dear Guest,
Thank you for writing this feedback and I am truly sorry to hear about your experience with us. It seems that there has been a misunderstanding. In general when our guests have a non-refundable reservation there are special conditions for low fares etc. and no refund. But in your case we would have made an exception for you, “force mayor”.
Once again please except our apologies and we look forward welcoming you to Hotel Birger Jarl.
My email is jenny.bjork@birgerjarl.se and I look forward to hearing from you soon!
Kind regards,
Jenny Björk
Hotel Manager



	9. Hotel Riddergatan Stockholm (****) – Stockholm, Zweden
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g189852-d1342964-r357220239-Story_Hotel_Riddargatan-Stockholm.html#
Link 2: https://www.tripadvisor.nl/ShowUserReviews-g189852-d1342964-r222794578-Story_Hotel_Riddargatan-Stockholm.html#

	Klacht 
Here's my feedback to Sören Hullberg, GM of Story Hotel - shared my email address with him, never heard back:

- Breakfast is ok if you stay one tot wo nights. After four it’s literally always the same. Where’s the great breakfast every tourist dreams about when returning from Sweden!? As of day 3 we brought our own food in addition. Little teaspoons next to the coffee should be upside down due to hygiene.

- The staff has been “professionally” trained NOT to support room issues related to noise. The answer “we are a very popular bar” and “there’s nothing we can do for you” were very well learnt by heart. The fact that the staff would first check how much we’d originally paid for our room and then say “sorry, you’ve got such a good deal already, we can offer you to upgrade you to a quiet room in a higher category but for NOK 200 = EUR 20 extra” added to the picture. Every day of our stay a quiet room was available but not offered to us for free. No free dinner or the like were offered in return. The base of the bar & people standing outside would keep us awake till 3:00 am and then we were woken every day but Sunday to the 5:00 am cleaning up on the street where the bottles of the night were emptied into the respective container. Yeah… NOT. 

- On hotels.com the room is described with “city view”. Not available at this hotel. Recommend to have this changed on hotels.com
Room 315 is very spacious but needs a wardrobe and extra hangers.
Even only a preference in the booking, we did not get a room with a kingsize bed. For a couple to sleep on separate mattresses is fine as long as the beds are stable enough / fixed to stay together. Here: not. 
Add on your website: directions to the hotel from airport or at least the underground stop.

- Totally LOVED the elevator voices. Great idea!”
	Reactie op klacht 
Dear Sir,
I am afraid I have not received your comment and I can assure you that if I had, I would have answered you. That's the least we can, and shall, do when our guests are not happy with their stay.
Let me first of all say that your experience is certainly not at all in line with our idea of how Story Hotels should be. Without trying not to take responsibility I do think its appropriate to explain that reservations done through a 3rd part, as yours, does complicate the communication between us and the guest. We do not get the chance to react on your wish to have a king size bed, a room facing the back yard etc. Simply because we have no direct contact with you before arrival.
Now, ofcourse this does not excuse wrong answers or attitude in the front desk. I sincerely appologize for that. 
Should you consider to give us a 2nd chance, do let me know in advance by email to sh@storyhotels.com, and I shall make sure we give you a better experience than this time.
Kind regards, Sören


	Klacht 
So after reading reviews here about the hotel being noisy on the lower floors we requested a quiet room for 8 NIGHTS.
What we got was room 215. A room not only over the music system till after midnight.... But over THE LOADING BAY. Trucks backing up early and a door that when it slams shut shakes the room.
We asked to change and so far all we got was that we would have to keep moving rooms for the rest of our stay.

Do yourself a favour and avoid this 'business hipster' hotel.
	Reactie op klacht 
Dear Higabove,
You are absolutely right. We should have organised a smooth and smart move to a higher floor once we were informed by you. My deepest apologies. I have no answer why we did not. But I will certainly make sure that we all have learnt our lesson. Thanks to your comments. Should you ever consider giving us a 2nd chance, to prove that we are not a joke, do let me know. Sincerely and best regards,







	10. Hotel Scandic Sergel Plaza (****) – Stockholm, Zweden
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g189852-d234283-r301336806-Scandic_Sergel_Plaza-Stockholm.html#
Link 2: https://www.tripadvisor.nl/ShowUserReviews-g189852-d234283-r279645955-Scandic_Sergel_Plaza-Stockholm.html#

	Klacht 
“Poor Service - Reconsider your stay decision”
Long waiting for check in.

Front desk service is poor. The level of english spoken by the ladies at the front desk is not sufficient.

Rooms are cold. No switch off possibility for aircon.

Rooms are too small based on what you pay for.

Reconsider your stay decision

	Reactie op klacht
Dear Hakan K,

thank you for taking the time to give us your review.
I am so sorry to hear that we did not meet your expectations during your stay, although I am glad that you have made us aware of what we need to improve.Our front desk Manager are taking action regarding the services at the front desk.
I do hope that you despite of this enjoyed your visit to Stockholm and that we will have the pleasure to welcome you back to Scandic in the nearby future.

Best regards,
Ingela Engqvist
Guest Relations Manager

	Klacht 
A central hotel but not a nice stay. Reception staff unfriendly and not efficiant when checking in and out. Also let them know about the terrible in the bathroom, but nothing was done about it during the days we spent at the hotel.

	Reactie op klacht 
Dear leriksson,

thank you for taking the time to give us your feedback. I am so sorry to hear that you felt the staff not being service minded and taking your complaint seriously. This is not the way we want to treat our guests. I sincerely apologize for this and any inconvenience this may have caused you.
I do hope that we will have the pleasure to welcome you back so that we can show you that we have taken your opinions seriously.

Best regards,
Ingela Engqvist
Guest Relations Manager









	11. Hotel Hellsten (****) – Stockholm, Zweden
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g189852-d549530-r417792654-Hotel_Hellsten-Stockholm.html#
Link 2: https://www.tripadvisor.nl/ShowUserReviews-g189852-d549530-r386191327-Hotel_Hellsten-Stockholm.html#

	Klacht 
“Roll the dice on room quality”
Using online reviews and their website we thought we had chosen a good hotel.

Unfortunately as they have very inconsistent room sizes we found out the hard way. Probably the worst room in the hotel. Dirty, small, dark, basement like room with no opening window or air-con. Bathroom was very smal, could wash a mouse in the sink and you had to have circus experience to have a shower.

I did complain afterwards and did get a paltry 10% refund but I would rather have paid the asking price and slept comfortably for our stay.

My advice, don't accept a room in the ground floor if you really want to stay here, but I would avoid for the money as we could have got a better sleep for cheaper somewhere else.
We thought we were staying in a unique hotel, well that's what they advertise anyway. It was definitely unique.
	Reactie op klacht
Dear Roblaff,

Thank you for your review. All the rooms are different and so are the sizes. We wish you would have notified us directly that you were not satisfied, not only at check-out, since there is always a possibility to change rooms.
Do not hesitate to contact us, should you have any further feedback.

Thank you again!

Per Hellsten
Hotel Hellsten


	Klacht 
“Excellent BUT… Horrible In Summer!!”
The hotel is beautiful, the staff is excellent and knowledgeable and of great help to travelers. Everything is perfect BUT...

Stayed here in late June when outside temperatures were only in the low 70's. Our room had Windows that did not open and the central air was not nearly enough. 
Literally staying in the room was like being in a hothouse with temperatures in the 80's. Even in shorts and no shirt sweating like a pig. 
Horrible.
	Reactie op klacht 
Dear njavgjoe,
Thank you for your review!
We are glad that you almost enjoyed everything about your stay but so sorry to read that your room was so warm.
We truly appreciate you for informing us, but please get back to us with which room number you stayed in.
Looking forward to hearing from you!
Best regards,
Izabelle Lim
Sales and Marketing Coordinator
Hellsten Hotels







	12. Hotel Skeppsholmen Stockholm (****) – Stockholm, Zweden
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g189852-d1484183-r325895674-Hotel_Skeppsholmen-Stockholm.html#
Link 2: https://www.tripadvisor.nl/ShowUserReviews-g189852-d1484183-r291510863-Hotel_Skeppsholmen-Stockholm.html#

	Klacht 
 “Suddenly overbooked”
Sadly I can not report anything about the hotel that i booked 4 months ago.
One week before my trip to Stockholm they wrote me that they are sorry but they have overbooked the hotel and that I cant stay there. I have to say I already have my Confirmed Booking and Voucher and planned everything else around it.

So basically, I guess it is a nice hotel. I just know that I will never stay there because they kick paying customers out. Now I have to search for a new hotel, one week in advance with prices at least 50% higher then at the time I booked.
	Reactie op klacht 
Dear Guest,

Thank you for taking the time to write this review.
I am sorry for the inconvenience we caused you due to a overbooking due to a technical error. 

I am a little bit confused with your comments about that you had to find a new hotel with a higher rate.

In the correspondence with the third party which you booked us through we have offered our 5 star sister property and of course the same rate you had confirmed with us.

Once again I am really sorry for the inconvenience but I hope you enjoyed our sister property and we would love to have you back staying with us another time.

Best,

Joachim
Managing Director

	Klacht 
“Holiday”
Not what is purports to be. 
Gorgeous setting in the centre of a beautiful city. But rooms tiny. No luxury at all. We stayed in an attic room. We could not stand up straight in most of the room. The bed took up most of the room. The wardrobe was tiny and the bathroom minute. We asked to upgrade our room but could not be helped. These tiny rooms should be sold as single accommodation as they can't possibly accommodate 2 people looking for a comfortable holiday experience. Low on space and comfort. Feels almost like a budget hotel. Breakfast can only be described as adequate. No turn down service. Staff friendly but don't offer much. Restaurant choices are extremely limited. . Not worth the price.

	Reactie op klacht 
Dear Guest,

Thank you for your review.
I am sorry to read that you didn't enjoy your stay with us.

Also sorry that you thought that you had booked a traditionally luxury hotel. There are some of them in Stockholm but we are not one of them.

Our "luxury" are that we are in historical buildings from 1699, our award winning Swedish interior by Swedish interior firm Claesson Koivisto Rune, our stunning location on this lush green island and still in the city with our terrace and gardens to that we are a green hotel / Eco labeled hotel.

You stayed in a standard room which is our smallest room category, you stayed on the top floor/attic floor and these rooms are normally very popular due to the attic feel and the sea and garden view. 

Also sorry to read that you didn't enjoy our complimentary breakfast buffet, we normally get very positive reviews over the buffet that includes everything from: scrambled eggs, sausages, bacon, salmon, cold cuts, cheeses, home made marmalade, musli and yogurt, fruit salad, our sour dough bread, croissants and cinnamon buns and freshly juices and our organic coffee and tees.

Sorry that we wasn't your kind of hotel but I hope you enjoyed our capital.

Best,

Joachim
Managing Director




	13. Nordic Light Hotel (****) – Stockholm, Zweden
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g189852-d455129-r134593744-Nordic_Light_Hotel-Stockholm.html#
Link 2: https://www.tripadvisor.nl/ShowUserReviews-g189852-d455129-r332609197-Nordic_Light_Hotel-Stockholm.html#

	Klacht 
“A drilling experience”
Me and my girlfriend visited stockholm for a romantic trip. We wanted a quiet, calm, aestetic long weekend with long mornings. Far from the stress and rush we experience everyday. We checked in thursday, and friday morning at 07.00 the drilling terror began. It seemed to have it's origin from the room right above us. After having argued what to do, I headed for the reception. A young lady told me there was nothing she could do, but promised the noise would stop in the weekend. The noise continued for over an hour! No noise in the mornings during the weekend, thankyou Nordic light, but the swedish drillers sure continued their terror monday morning. We recorded the noise and ran to the reception. "Can do nothin', write a complaint" the smiling receptionist told us. And so I did, including the ttached the drilling recordings. The hotel manager apologised and wrote "perhaps next time we visited he could offer a free dinner at the hotel...". Clap your hands and say yearh? No way. We will always remember Nordic light as a drilling experience with a staff, unable to act in favor of the clients. Too bad. 

	Reactie op klacht
Dear Guests,
At first I am sorry that you have got such a bad experience from your stay with us last week.

Just to clarify, the noise that disturbed your stay comes from some renovations in the building next to the hotel and unfortunately we are not able to do anything about it. We have been in contact with the company and made an agreement to not begin work early in the morning and late evenings but probably they do not follow that every day.
We continuously strive to improve the service we provide towards our guests but in this case there is a circumstance that is beyond our control and once again I am sorry that this caused an unpleasant stay for you.

I really hope you will visit us again so that we can convince you that we can deliver a pleasant stay at the Nordic Light Hotel.

Kind regards,
Charlotta Svedberg
Guest Relations Manager

	Klacht 
The noise level on Friday evening was terrible, not only in the bar area, but also in the restaurant (we had to cancel out reservation) and in the reception area. There were no other areas in the hotel where we could sit reasonably comfortably. 
The confusion at the reception desk at check-in was frustrating and took a lot of time to solve. Both we and the reception staff had to try to communicate over the noise of the DJ.
Several in our group found the beds uncomfortable. The weekend staff's confusion over the conference booking took a lot of time from our meeting.

	Reactie op klacht  
Hello!

Thank you for sharing your review here in this well-read forum.

I am sorry to read your text as it seems like we haven't been very successful this time. The volume is not supposed to be that high as communication is the key to a nice stay.

I will talk to the one responsible for the music and make sure that the volume will be lower in the future.

I am also sorry about the confusion regarding the conference.

We hope that you will have a nice holiday and a happy new year. You are always welcome back to Nordic Light Hotel, as we have lots to show you... We can do so much better!

Warm regards,
Philip Persson, Nordic Light Hotel



	14. Nordic C Hotel (****) – Stockholm, Zweden
Link 1: https://www.tripadvisor.nl/ShowUserReviews-g189852-d233088-r367183553-Nordic_C_Hotel-Stockholm.html#
Link 2: https://www.tripadvisor.nl/ShowUserReviews-g189852-d233088-r330074140-Nordic_C_Hotel-Stockholm.html#

	Klacht 
“Not a nice experience for me”
When I arrived at the check-in, I received a key, went up to the room only to find that the room was not ready. Went down again, received another key, up again only to discover that the key wasn't working.Third time, I finally entered my room. The bed had a couple of ugly marks on the side, not a nice feeling getting into a bed like that.The chair next to the bed had two huge marks and my overall impression was that this was not a clean room. I wrote a complaint with photos for proof, but never heard anything back, which might speaks for itself.

	Reactie op klacht 
Hey Monika,

Thank you for taking your time to answer the question form we really appriciate your time. 
We are sorry to hear that your stay here with us was not what you had hopped for, we hope that after our talk that we could turn your experience around.

We are looking forward to your return and hope you have great time until next time with us. 

Thank you Monika,
-Olle Friberg, Nordic C Hotel

	Klacht Nicklas_Hoglund
“Overrated and high priced”
Highest price per sqm. Rooms are small, hardly space enough for one and if you are two...... For the price I expect higher standard and more comfort in the room. Can not recommend this hotel at all. (I stay about 200 hotel nights per year). //Nicklas

	Reactie op klacht 
Hi Nicklas,
It is saddening to read your review and I am sorry that you did not find your room to be worth the money.
If you want to, you can contact me on philip.persson (at) nordichotels.se and tell me more. I really want to hear what went wrong.
I thank you for sharing your review in this forum and I wish you a pleasant day.

Warm regards,
Philip Persson, Nordic C Hotel
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