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case study

A Bite in the Night: The case of bed bugs at the 
Mountain Peak Inn

Introduction
Hotel managers are tasked with ensuring that guests are being 

provided clean, comfortable, and safe accommodations during all 
TUBZT���5IJT�DBTF�TUVEZ�XJMM�QSFTFOU�B�TDFOBSJP�PG�B�IPUFM�UIBU�IBE�BO�
JTTVF�XJUI�B�HVFTU�öOEJOH�CFE�CVHT�JO�IJT�HVFTU�SPPN���*O�UIJT�DBTF�
study, background information about the hotel and the staff members 
XJMM�CF�EJTDVTTFE�JO�EFUBJM���"EEJUJPOBMMZ�UIF�DBTF�TUVEZ�XJMM�QSPWJEF�B�
lengthy explanation of the events that took place and the efforts of 
TFSWJDF�SFDPWFSZ���'JOBMMZ�UIFSF�XJMM�CF�TFWFSBM�RVFTUJPOT�BTLFE�UP�IFMQ�
identify the service failures, service recovery efforts, and any future 
DPOTFRVFODFT�PG�UIF�FWFOUT��

Background Information
The Hotel

5IF�.PVOUBJO�1FBL�*OO�JT�B�NJE�TDBMF�IPUFM�QSPQFSUZ�MPDBUFE�
conveniently off of the primary interstate in northern West Virginia 
BCPVU����NJOVUFT�GSPN�8FTU�7JSHJOJB�6OJWFSTJUZ���5IF�IPUFM�XBT�CVJMU�JO�
�����BOE�JT�PXOFE�BOE�PQFSBUFE�CZ�B�MPDBM�EFWFMPQNFOU�DPSQPSBUJPO�
)3"�)PTQJUBMJUZ���)3"�)PTQJUBMJUZ�IBT�PXOFSTIJQ�JO�UXP�PUIFS�IPUFM�
properties in the same community but do not have any operating 
SFTQPOTJCJMJUJFT�BU�UIPTF�QSPQFSUJFT���5IF�.PVOUBJO�1FBL�*OO�JT�BO����
SPPN�QSPQFSUZ�XJUI�NFFUJOH�GBDJMJUJFT�BOE�B�öUOFTT�DFOUFS���

The Mountain Peak Inn has seen an increase in business in recent 
NPOUIT���5IF�JOO�T�UBSHFU�NBSLFU�JT�CVTJOFTT�USBWFMFST�BUUFOEJOH�FWFOUT�
at the nearby convention center, as well as travelers just passing 
UISPVHI�UIF�BSFB���5IF�.PVOUBJO�1FBL�*OO�JT�B�WFSZ�OJDF�QSPQFSUZ�UIBU�
JT�VTVBMMZ�XJUIJO�UIF�UPQ�UISFF�SFDPNNFOEBUJPOT�PO�5SJQ"EWJTPS�DPN�
PVU�PG�UIJSUFFO�IPUFMT�JO�UIF�BSFB���*U�JT�LOPXO�UP�IBWF�B�QPTJUJWF�SFQVUB�
UJPO�BNPOHTU�HVFTUT�BOE�POMJOF�XFCTJUFT���0O�BWFSBHF�UIF�IPUFM�IBT�
PDDVQBODZ�MFWFMT�CFUXFFO����BOE�����QFSDFOU�OJHIUMZ���3PPN�SBUFT�
WBSZ�CVU�UZQJDBMMZ�SBOHF�GSPN�����UP������QFS�OJHIU�EFQFOEJOH�PO�UIF�
DVSSFOU�PDDVQBODZ�MFWFM�BOE�UIF�SPPN�UZQFT�BWBJMBCMF���5IF�PXOFST�PG�
the Mountain Peak Inn are diligent about providing the best possible 
FYQFSJFODF�UP�BMM�HVFTUT���5P�NBJOUBJO�B�QPTJUJWF�HVFTU�TFSWJDF�SFQVUB�
tion, they have upgraded the amenities in all of the guest rooms and 
JODSFBTFE�UIF�RVBMJUZ�PG�UIF�CFEEJOH���

The Manager
Craig has been an employee at the Mountain Peak Inn for two 

ZFBST���1SJPS�UP�XPSLJOH�BU�UIF�.PVOUBJO�1FBL�*OO�$SBJH�XPSLFE�JO�TBMFT�
BOE�WBSJPVT�PUIFS�DVTUPNFS�TFSWJDF�QPTJUJPOT���8IFO�IF�KPJOFE�UIF�
Mountain Peak Inn staff, he started working as a front desk agent, was 
promoted to front desk manager, and a year ago became the general 
NBOBHFS���5IJT�XBT�$SBJH�T�öSTU�PQQPSUVOJUZ�UP�XPSL�JO�B�NBOBHFNFOU�
DBQBDJUZ�BOE�PWFSTFF�BO�FOUJSF�IPUFM�QSPQFSUZ���$SBJH�DPOTJTUFOUMZ�
proved himself as an employee and showed that he had strong man�
agement capabilities early on in his employment with the Mountain 
Peak Inn, which helped him to be promoted rather quickly to the 
HFOFSBM�NBOBHFS�QPTJUJPO���$SBJH�IBT�CFFO�TVDDFTTGVMMZ�NBOBHJOH�UIF�
hotel and progressively shown increases in financial gains, customer 
TBUJTGBDUJPO�BOE�FNQMPZFF�NPSBMF���$POTJEFSJOH�$SBJH�T�QSPWFO�TVDDFTT�
as a hotel manager, it should not be an issue for Craig to address cus�
UPNFS�TFSWJDF�TJUVBUJPOT�UIBU�IF�NBZ�GBDF�JO�EBJMZ�IPUFM�PQFSBUJPOT���

Management Situation
There is a significant amount of turnover at the hotel and Robert 

JT�B�OFX�IJSF�TUJMM�XJUIJO�IJT�QSPCBUJPOBSZ�QFSJPE���3PCFSU�XBT�IJSFE�BT�
B�GSPOU�EFTL�BHFOU�GPS�UIF��QN�UP���QN�TIJGU���)F�IBT�CFFO�XPSLJOH�BU�
UIF�.PVOUBJO�1FBL�*OO�GPS�POMZ�UISFF�NPOUIT���)F�SFDFJWFE�B�TJHOJöDBOU�
BNPVOU�PG�USBJOJOH�QSJPS�UP�CFJOH�MFGU�BU�UIF�IPUFM�BMPOF���)PXFWFS�IF�
had never worked at a hotel prior to being hired at the Mountain Peak 
*OO���4JODF�JU�JT�B�TNBMMFS�IPUFM�XJUI�OP�GPPE�BOE�CFWFSBHF�DPNQPOFOUT�
it is not uncommon that only one staff member be at the hotel during 
UIF�FWFOJOH�BOE�OJHIU�TIJGUT�

"SPVOE���QN�$IBSMJF�BSSJWFE�BU�UIF�.PVOUBJO�1FBL�*OO�XJUIPVU�
a reservation looking for a room for the night to get some rest before 
DPOUJOVJOH�IJT�USJQ�OPSUI���)F�EJE�OPU�XBOU�BO�FYQFOTJWF�PS�GBODZ�
room, so the front desk attendant, Robert, offered him a single queen 
SPPN�XJUI�TUBOEBSE�BNFOJUJFT�GPS�������$IBSMJF�BTLFE�3PCFSU�JG�UIFSF�
XFSF�BOZ�DIFBQFS�SPPNT�BWBJMBCMF���%JòFSFOU�SBUF�QMBOT�UZQJDBMMZ�
membership or age based discounts, had been put into the property 
NBOBHFNFOU�TZTUFN�CZ�NBOBHFNFOU�TUBò�UP�FOUJDF�SPPNT�TBMFT���"E�
ditionally, front desk agents are given a price range for which rooms 
DBO�CF�TPME���5ZQJDBMMZ�UIF�SBUFT�BSF�BOZXIFSF�CFUXFFO�����BOE������
so the front desk agents can be flexible with the rates and discount the 
SPPNT�VQ�UP�����Pò�UIF�TUBOEBSE�SBUF�UP�IFMQ�JODSFBTF�PDDVQBODZ�BOE�
SFWFOVF���4JODF�UIFSF�XFSF�TFWFSBM�SPPNT�WBDBOU�GPS�UIF�OJHIU�3PCFSU�
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EFDJEFE�UP�PòFS�$IBSMJF�UIF�"""�SBUF�UIBU�XBT�������$IBSMJF�BHSFFE�BOE�
DIFDLFE�JO�TP�IF�DPVME�HFU�TPNF�SFTU�CFGPSF�DPOUJOVJOH�IJT�KPVSOFZ�
UIF�OFYU�NPSOJOH���

Charlie gathered his belongings and went to his assigned room 
	���
�GPS�UIF�OJHIU���5IF�QBSUJDVMBS�SPPN�UZQF�UIBU�$IBSMJF�XBT�BTTJHOFE�
XBT�B�OPO�TNPLJOH�RVFFO�TJ[FE�CFE�SPPN���*U�XBT�FRVJQQFE�XJUI�B�
microwave and refrigerator, flat screen television, and work desk with 
PóDF�DIBJS���5IFSF�XBT�BMTP�B�TFUUJOH�DIBJS�JO�UIF�SPPN�GPS�BEEJUJPOBM�
TFBUJOH�SPPN���3PCFSU�XBJUFE�BQQSPYJNBUFMZ�öGUFFO�NJOVUFT�BGUFS�
Charlie had gone up to his room to complete a courtesy call to see if 
Charlie found his room to be in adequate condition and ask if he want�
FE�B�XBLF�VQ�DBMM�TFU�GPS�UIF�NPSOJOH���$IBSMJF�TBJE�UIBU�IF�XBT�QMFBTFE�
XJUI�UIF�SPPN�CVU�UPME�3PCFSU�UIBU�IF�EJE�OPU�OFFE�B�XBLF�VQ�DBMM�

The following morning, Charlie awoke to find his right arm itch�
JOH�XJUI�TFWFSBM�SPXT�PG�SFE�XFMUT�BMM�PWFS�JU���)F�EJE�OPU�LOPX�XIBU�
could have caused the red, itchy bumps to appear so he took a shower 
FYQFDUJOH�UIBU�UP�IFMQ���6QPO�SFUVSOJOH�UP�UIF�CFESPPN�UP�ESFTT�GPS�
the day and he noticed a small bug crawling on the bed and quickly 
SFBMJ[FE�XIBU�DBVTFE�IJT�CVNQT���)F�IBE�CFFO�CJU�CZ�CFE�CVHT�JO�UIF�
OJHIU�DBVTJOH�IJT�BSN�UP�JUDI�BOE�XFMU�UP�GPSN�GSPN�CJUFT���5ZQJDBMMZ�
CFE�CVH�CJUFT�BSF�GPVOE�BSPVOE�UIF�XBJTUMJOF�BOE�VOEFSBSN�BSFBT���
)PXFWFS�CJUT�DBO�CF�MPDBUFE�BOZXIFSF�TLJO�JT�FYQPTFE���5IF�CJUFT�XJMM�
likely occur in a linear pattern or in clusters and can form a hive or blis�
UFS�SFBDUJPO�PO�UIF�TLJO�	%BWJT�+PIOTUPO�BOE�4MBEEFO�����
���5P�QSPWF�
he was not fabricating the story, Charlie collected the bug in one of 
the complimentary plastic cups provided in the room and took it to 
UIF�GSPOU�EFTL�UP�DPNQMBJO���

5IF�MPCCZ�BSFB�XBT�CVTUMJOH�XJUI�HVFTUT�DIFDLJOH�PVU�BOE�FOKPZ�
JOH�UIF�GSFF�DPOUJOFOUBM�CSFBLGBTU�JO�UIF�MPCCZ���$IBSMJF�XBT�TPNFXIBU�
discreet in his mannerisms as he approached the front desk with the 
DVQ�DPOUBJOJOH�UIF�CFE�CVH���)BOOBI�XBT�XPSLJOH�UIF�GSPOU�EFTL�BU�
UIF�UJNF�BOE�LJOEMZ�BTLFE�IPX�TIF�DPVME�BTTJTU�$IBSMJF���$IBSMJF�IBOE�
ed her the cup and showed her his arm explaining he had been bitten 
CZ�CFE�CVHT�JO�IJT�SPPN�BOE�FYQFDUFE�QSPQFS�DPNQFOTBUJPO���4JODF�
Hannah was also a new employee, she was unsure how to handle the 
situation properly and felt it would be best to call Craig from his office 
to speak directly with Charlie in an attempt to smooth over the situa�
UJPO���)BOOBI�QJDLFE�VQ�UIBU�QIPOF�BOE�DBMMFE�$IBSMJF�BTLJOH�IJN�UP�
DPNF�UP�UIF�MPCCZ�UP�TQFBL�XJUI�B�HVFTU���4IF�UIFO�UPME�$IBSMJF�UIBU�
Craig would be with him momentarily and began addressing the next 
DVTUPNFS�JO�MJOF�OFFEJOH�BTTJTUBODF�

Despite Craig arriving in the lobby within five minutes, Charlie 
had grown irritated by Hannah’s passive attempt at handling the 
TJUVBUJPO�BOE�UIFO�IBWJOH�UP�XBJU�GPS�$SBJH�UP�NFFU�XJUI�IJN��6QPO�
NFFUJOH�$IBSMJF�$SBJH�BTLFE�$IBSMJF�IPX�IF�DPVME�BTTJTU�IJN���$IBSMJF�
who was very upset at this point, exclaimed that he had been bitten 
by bed bugs in his room and handed Craig the cup containing the bed 

CVH���$IBSMJF�BMTP�TIPXFE�$SBJH�UIF�MJOFT�PG�XFMUT�PO�IJT�BSN�BOE�FY�
pressed his concern of disease transmission from being bitten by bed 
CVHT��5ISPVHI�QSJPS�SFTFBSDI�BOE�USBJOJOH�$SBJH�XBT�BCMF�UP�DPOöSN�
UIBU�UIF�CVH�DPOUBJOFE�JO�UIF�DVQ�XBT�BDUVBMMZ�B�CFE�CVH���

Craig initially showed very little compassion for Charlie in the situ�
BUJPO�CVU�NBJOUBJOFE�B�DBMN�BOE�DPPM�DPNQPTVSF���2VJDLMZ�SFBMJ[JOH�
that Charlie was thoroughly upset by the situation and how Hannah 
had handled the situation, he knew that proper action needed to be 
UBLFO�RVJDLMZ�UP�DPOUBJO�UIF�QSPCMFN�BU�IBOE���$SBJH�NFOUBMMZ�QSP�
DFTTFE�TFWFSBM�PQUJPOT�UP�USZ�UP�TPMWF�UIJT�QSPCMFN���5IF�öSTU�PQUJPO�
that Craig thought about taking to correct the situation was to apolo�
gize to Charlie for the problem he had encountered, explain that it is 
below the hotel’s standard level of customer service and experience, 
and remove all charges from Charlie’s hotel folio and offer him free 
ESZ�DMFBOJOH�TFSWJDF�UP�JOTVSF�IF�EPFTO�U�DBSSZ�UIF�CFE�CVHT�XJUI�IJN�
GSPN�UIF�IPUFM�UP�IJT�IPNF���"OPUIFS�PQUJPO�UIBU�$SBJH�DPOTJEFSFE�XBT�
offering Charlie assistance with medical treatment since he did have 
several welts as a result of being bitten by the bed bugs at the Moun�
UBJO�1FBL�*OO���$SBJH�BMTP�DPOTJEFSFE�KVTU�SFNPWJOH�UIF�SPPN�DIBSHFT�
or compensate Charlie with a gift certificate for a free stay in the future 
PS�B�NFBM�BU�B�OFBSCZ�SFTUBVSBOU���6MUJNBUFMZ�$SBJH�EFDJEFE�UIF�CFTU�
thing to do would be to offer to remove all charges from Charlie’s hotel 
GPMJP�BOE�PòFS�UP�QBZ�GPS�ESZ�DMFBOJOH�TFSWJDFT�GPS�BMM�PG�IJT�DMPUIJOH����

$IBSMJF�XBT�OPU�IBQQZ�BCPVU�UIF�FOUJSF�TJUVBUJPO���)PXFWFS�IF�
XBT�FBHFS�UP�HFU�CBDL�PO�UIF�SPBE�BOE�EFDJEFE�UP�UBLF�$SBJH�T�PòFS���
Craig then gave Charlie his business card and told Charlie to send his 
ESZ�DMFBOJOH�CJMM�UP�UIF�IPUFM��$SBJH�UIFO�SFNPWFE�BMM�UIF�DIBSHFT�GSPN�
$IBSMJF�T�GPMJP�BOE�BQPMPHJ[FE�GPS�UIF�JODJEFOU�����

Key Questions
t� 8IBU�TFSWJDF�GBJMVSFT�PDDVSSFE�XJUIJO�UIJT�DBTF�TUVEZ 
t� What might need to occur for successful service recoveries to 

UBLF�QMBDF 
t� 8IBU�EJE�UIF�TUBò�PG�UIF�.PVOUBJO�1FBL�*OO�EP�DPSSFDUMZ 
t� 8IBU�EJE�UIF�TUBò�PG�UIF�.PVOUBJO�1FBL�*OO�EP�QPPSMZ �
t� What could Hannah have done to help ease the situation with 

$IBSMJF 
t� Did Craig make the right choice in his decision in how to han�

EMF�UIF�TJUVBUJPO�XJUI�$IBSMJF 
t� How could Craig and the Mountain Peak Inn have been more 

prepared for situations like the one addressed in this case 
TUVEZ 

t� If Charlie is still not satisfied with Craig’s solution what might 
$IBSMJF�EP�BGUFS�IF�MFBWFT�UIF�.PVOUBJO�1FBL�*OO ��)PX�NJHIU�
UIFTF�BDUJPOT�JNQBDU�UIF�IPUFM 


