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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 Impact of Guest Expectations on the Hospitality Experience
In the hospitality industry, customer expectations function as a baseline standard against which actual service encounters are measured. This phenomenon is largely governed by the Confirmation/Disconfirmation Paradigm (Olshavsky & Miller, 1972). Before setting foot on a property, a guest establishes a cognitive framework of what they should receive. These pre-purchase expectations are shaped by implicit cues (such as room rates and hotel star ratings) and explicit promises (including digital marketing campaigns and online reviews).
When a service encounter takes place, the guest evaluates the experience through this preconceived lens. If the performance matches their expectations, confirmation occurs, resulting in a neutral or standard level of satisfaction. However, if the hotel goes above and beyond, positive disconfirmation takes place, triggering intense emotional delight and cultivating long-term brand loyalty.
Conversely, negative disconfirmation occurs when the service fails to meet the baseline expectation, resulting in immediate dissatisfaction. Because hospitality services are fundamentally experiential and intangible, expectations create a highly sensitive psychological filter. A minor delay that might be tolerated in a budget motel can be perceived as an egregious operational failure at a luxury resort, demonstrating that guest expectations dictate the final interpretation of service quality.
Part 2: Case Study Analysis – The Front Desk Encounter
Components of the Guest Experience Negatively Affected
The scenario described in image_28947d.png highlights a multi-layered breakdown at the most critical touchpoint of the guest lifecycle. The specific elements compromised include:
· The Procedural Dimension: The front desk staff's slowness represents a failure in operational efficiency. It demonstrates rigid or poorly optimized workflows that artificially extend a guest's waiting time.
· The Interpersonal/Expressive Dimension: The staff's unfriendly demeanor completely strips away the hospitality aspect of the interaction. It fails to convey warmth, respect, or empathy, leaving the traveler feeling processed rather than hosted.
· The Cognitive/Informational Dimension: Being unable to answer basic questions signals poor training and a lack of job competence. This destroys the guest’s psychological safety, as they lose confidence in the staff's ability to assist them during emergencies.
Influence on the Guest’s Perception of the Hotel
An exhausted international traveler is already under heightened physical and cognitive stress. According to the Assimilation-Contrast Theory (Cardozo, 1965), when a service performance falls vastly below expectations, the consumer tends to exaggerate the disparity, perceiving the entire hotel environment through a highly negative lens.
This poor initial interaction triggers a negative "First Impression Effect." The guest will likely internalize a belief that the property is poorly managed and unprofessional. Consequently, they will approach the remainder of their stay with hyper-vigilance, actively searching for other flaws (such as housekeeping issues or dining delays) that might otherwise have gone unnoticed. This heavily increases the likelihood of a permanent negative attitude toward the parent brand and drives severe negative word-of-mouth online.
Strategic Management Interventions
To remedy this specific scenario and prevent its systemic recurrence, management must execute a dual-layered intervention strategy:

Immediate Service Recovery:
· Active Intermediation: A supervisor must step in immediately to assume control of the check-in, neutralizing the tension.
· Symbolic Compensation: To offset the physical toll of a long flight coupled with a poor welcome, the guest should be offered an immediate token of goodwill, such as a complimentary lounge pass, room upgrade, or waived resort fees. This swift response can effectively recalibrate customer goodwill (Bitner, 1990).
Long-Term Systemic Fixes:
· Competency and Cross-Training: Management must mandate comprehensive onboarding and refresher courses focusing on product knowledge, local area information, and emotional intelligence. Frontline workers should pass rigid competency checks before operating solo.
· PMS-Integrated Scheduling: Front office managers must cross-reference historical property management system (PMS) arrival schedules with flight data to strategically increase staffing levels during heavy international check-in windows, preventing bottleneck delays.
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