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1- Explain how guest expectations affect their overall experience.


2- A guest arrives at a hotel after a long international flight. The front desk staff is slow, unfriendly, and unable to answer basic questions.
· Which components of the guest experience were negatively affected?
· How might this experience influence the guest's perception of the hotel?
· What actions could management take to improve the situation?



















Understanding the Impact of Guest Expectations on Hotel Experiences

Guest expectations are a crucial element in determining customer satisfaction and overall experiences within the hospitality industry. Expectations are formed before a guest arrives at a hotel and are influenced by factors such as advertising, brand reputation, pricing, online reviews, and prior experiences. These expectations create a reference point against which guests assess the quality of services received. When the hotel's performance aligns with or exceeds these expectations, guests are likely to experience satisfaction and develop positive attitudes toward the hotel. Conversely, when services fail to meet expectations, dissatisfaction can occur, negatively affecting customer loyalty and future purchasing decisions (Cronin & Taylor, 1992). Therefore, managing guest expectations is essential for maintaining a positive reputation and achieving long-term success in the hospitality sector.

In the given scenario, a guest arrives at a hotel after a long international flight and encounters front desk staff who are slow, unfriendly, and unable to answer basic questions. This situation negatively impacts several key components of the guest experience.

The first component affected is arrival and check-in experience. The check-in process represents the guest’s first direct interaction with hotel staff and often sets the tone for the entire stay. After a lengthy journey, guests generally expect a quick and efficient arrival process. Slow service increases waiting times and can lead to frustration, fatigue, and disappointment. Studies have shown that service speed significantly influences perceptions of service quality and customer satisfaction (Cronin & Taylor, 1992).

The second component affected is staff professionalism and responsiveness. Guests expect front desk employees to be courteous, knowledgeable, and willing to assist. Unfriendly behavior can create a perception that the hotel lacks concern for customer well-being. Additionally, staff who cannot answer basic questions demonstrate a lack of competence, which can undermine guests' confidence in the hotel's services. Employee responsiveness is considered one of the most important factors influencing hospitality experiences (Ladhari, 2009).

The third component impacted is guest comfort and emotional well-being. Hospitality services are highly dependent on emotional interactions between staff and guests. Travelers arriving from international flights may already be physically exhausted and emotionally stressed. In such circumstances, warm and supportive customer service becomes even more important. Negative employee attitudes can increase guest dissatisfaction and create an unpleasant emotional experience, reducing the overall enjoyment of the stay (Han & Hyun, 2017).

This experience can significantly influence the guest’s perception of the hotel. First impressions are often lasting impressions, and guests frequently evaluate an entire hotel based on their initial service encounters. The guest may perceive the hotel as inefficient, poorly managed, and lacking customer-oriented values. Such negative perceptions may affect how the guest views other aspects of the hotel, including room quality, food services, and recreational facilities. Furthermore, dissatisfied guests are more likely to share negative reviews on online travel platforms and social media, potentially damaging the hotel's reputation and reducing future bookings (Han & Hyun, 2017).

To improve the situation, hotel management should take several strategic actions. First, management should invest in continuous employee training programs that focus on communication skills, customer service excellence, conflict resolution, and hotel product knowledge. Well-trained employees are more capable of providing efficient and professional service.

Second, hotels should implement standardized service procedures for front desk operations. Establishing clear guidelines for guest interactions, response times, and problem resolution can improve service consistency and reduce waiting periods during busy times.

Third, management should strengthen employee supervision and performance evaluation systems. Regular feedback, customer satisfaction surveys, and performance reviews can help identify service weaknesses and encourage continuous improvement. Employees who consistently provide excellent service should be recognized and rewarded.

Finally, hotels should develop an effective service recovery strategy. When service failures occur, staff should respond quickly by apologizing, addressing guest concerns, and offering compensation where appropriate. Service recovery efforts such as complimentary services, room upgrades, or discounts can help restore customer satisfaction and demonstrate the hotel's commitment to quality service (Smith et al., 1999).

In conclusion, guest expectations strongly influence hotel experiences and customer satisfaction. In this scenario, poor front desk service negatively affects the arrival experience, staff professionalism, and guest emotional well-being. These issues can lead to unfavorable perceptions of the hotel and reduced customer loyalty. Through employee training, service standardization, performance management, and effective service recovery practices, hotel management can improve service quality and enhance guest satisfaction.
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