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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?



















Part 1: The Relationship Between Guest Expectations and Experience
In hospitality management, guest expectations function as the cognitive anchor through which final evaluations of quality are filtered. This psychological framework is deeply rooted in the Three-Factor Theory of Customer Satisfaction and Kano’s model of service attributes (Matzler et al., 2004). Guest expectations are not uniform; they are divided into explicit desires, implicit needs, and latent expectations shaped heavily by hotel branding, pricing tiers, and modern social proof such as digital reviews.
When analyzing how these expectations dictate the final guest experience, three operational outcomes emerge:
· Sub-standard Delivery (Negative Disconfirmation): When a hotel fails to deliver on basic, implicit requirements (e.g., a clean room or a functional check-in), the expectation is broken. This creates immediate dissatisfaction, regardless of any subsequent premium services offered.
· Standard Delivery (Fulfillment): When the property satisfies the basic expectations, the guest experiences simple satisfaction. However, because the experience lacks a unique element, it fails to build long-term behavioral loyalty.
· Delight (Positive Disconfirmation): When a hotel uncovers and fulfills latent, unexpected needs, it creates a powerful emotional connection.
Because hospitality consumption is characterized by high emotional involvement, pre-arrival expectations act as a sensitive psychological filter. A guest entering a premium establishment possesses rigid, high-standard benchmarks. Consequently, even a slight operational bottleneck is magnified, severely decreasing their perceived value of the entire stay (Teas, 1993).
Part 2: Case Study Analysis – The Front Desk Failure
Components of the Guest Experience Negatively Affected
The breakdown detailed in the scenario from image_28947d.png compromises several structural layers of the service delivery system:
· The Core Technical Quality: The front desk's inability to answer straightforward queries represents a breakdown in technical competence. The fundamental asset of frontline personnel is their ability to act as a reliable repository of information.
· The Temporal Component: Speed is an implicit requirement after long-distance travel. The slowness of the front desk directly prolongs physical exhaustion, converting a simple administrative task into an operational bottleneck.
· The Behavioral (Functional) Quality: The unfriendly disposition of the employees violates the core ethos of hospitality. This lack of warmth attacks the guest's emotional comfort, making them feel unwelcome rather than valued.
Influence on the Guest’s Perception of the Hotel
An international traveler arriving after a prolonged flight suffers from cognitive fatigue. In this vulnerable state, their perception is highly vulnerable to the Service Contrast Effect (Walker & Baker, 2000). Because their immediate baseline expectation was a seamless, swift welcome to alleviate their exhaustion, the jarringly poor service forces a sharp downward shift in their overall assessment of the property.
This initial failure triggers a negative cognitive bias. The traveler will likely deduce that the front desk's incompetence reflects systemic management failures across the entire resort. They will enter their room with a hyper-critical mindset, anticipating further service errors in housekeeping, catering, or maintenance. This initial interaction completely damages brand trust, ensuring they will seek competitive alternatives for future journeys and likely document their frustration via negative online reviews.
Operational Management Remedies
To resolve this issue immediately and secure the operational framework against future lapses, management must implement a comprehensive response:

Immediate Service Recovery:
· Concierge Intervention: A shift supervisor must immediately step out from behind the counter, apologize sincerely for the delay, and assume ownership of the transaction.
· Service Recovery Protocol: To offset the physical toll of the wait, the guest should be escorted directly to their room for an in-room check-in, bypassing the desk entirely. A complimentary high-value amenity, such as a premium dinner voucher or a complimentary airport return transfer, should be arranged to actively salvage the relationship (Gronroos, 1988).
Long-Term Strategic Fixes:
· Service Blueprinting and Mapping: Management must redesign the arrival service blueprint to identify bottlenecks. This includes optimizing Property Management System (PMS) interfaces to cut down the physical clicks required to check a guest in.
· Continuous Knowledge Audits: Implement weekly micro-training sessions and mandatory internal knowledge audits. Frontline staff must be continuously certified on internal amenities, local transport links, and standard hospitality behaviors to eliminate operational uncertainty.
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