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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?



















The Importance of Guest Expectations in Shaping Hotel Experiences

Guest expectations are a fundamental factor influencing satisfaction and overall experiences in the hospitality industry. Expectations are developed before arrival through hotel advertisements, online reviews, social media content, previous experiences, and recommendations from others. These expectations create a benchmark against which guests evaluate the services they receive. When hotel performance matches or exceeds expectations, guests are more likely to feel satisfied and develop positive attitudes toward the property. However, when performance falls below expectations, dissatisfaction occurs, often leading to complaints, negative reviews, and reduced loyalty (Zeithaml et al., 1993). Therefore, hotels must understand and effectively manage guest expectations to maintain service excellence and competitiveness.
In the presented scenario, a guest arrives at a hotel after a lengthy international flight and experiences slow, unfriendly, and unhelpful service from the front desk staff. This situation negatively impacts several important aspects of the guest experience.
One of the primary components affected is customer satisfaction. After a long journey, travelers generally expect a smooth and welcoming check-in process. Delays at the front desk increase frustration and discomfort, particularly when guests may already be tired and stressed. The inability of employees to provide accurate information further worsens the experience because guests rely on front desk staff for guidance and assistance. According to Grönroos (1984), service quality is largely determined by how customers perceive interactions with service employees, making frontline staff crucial to guest satisfaction.
Another affected component is hospitality and personalization. Guests often evaluate hotels based on the friendliness and professionalism of employees. Unfriendly staff behavior can make guests feel ignored or unimportant, reducing the emotional connection between the guest and the hotel. Positive interpersonal interactions are essential in hospitality because they contribute significantly to memorable guest experiences (Walls et al., 2011).
A third component affected is service reliability and confidence. Guests expect hotel employees to possess sufficient knowledge to answer questions about hotel facilities, local attractions, transportation options, and policies. When staff are unable to provide basic information, guests may perceive the hotel as disorganized and lacking professionalism. This reduces trust in the hotel's ability to meet their needs throughout their stay (Bowen & Shoemaker, 1998).
The negative front desk experience can significantly influence the guest’s perception of the hotel. Since check-in is often the first direct interaction with hotel staff, it strongly shapes first impressions. A poor arrival experience may lead guests to assume that other aspects of the hotel are also poorly managed. Even if the room quality and facilities are satisfactory, the negative emotions generated during check-in can affect overall evaluations of the stay. Furthermore, dissatisfied guests are more likely to leave unfavorable online reviews, share negative experiences with others, and choose competing hotels in the future. Research indicates that first impressions and early service encounters play a major role in determining overall customer evaluations and loyalty intentions (Walls et al., 2011).
To address and prevent such situations, hotel management should take several proactive measures. First, comprehensive customer service training should be provided to front desk employees. Training should focus on communication skills, problem-solving techniques, empathy, and hospitality standards. Employees must be equipped with the knowledge required to answer guest inquiries confidently and accurately.
Second, management should implement efficient operational procedures to reduce waiting times during check-in. The use of digital check-in systems, self-service kiosks, and mobile applications can improve efficiency and minimize guest frustration. Technology can support employees by reducing administrative tasks and allowing them to focus more on customer interactions.
Third, regular performance evaluations and guest feedback systems should be introduced. Monitoring guest reviews, conducting satisfaction surveys, and analyzing service complaints can help management identify recurring problems and implement corrective actions. Continuous feedback supports service improvement and quality assurance.
Finally, hotel managers should establish a strong service recovery program. If guests experience poor service, staff should be empowered to resolve issues quickly through apologies, compensation, complimentary services, or room upgrades when appropriate. Effective service recovery demonstrates commitment to customer satisfaction and can help rebuild trust after a service failure (Tax et al., 1998).
In conclusion, guest expectations significantly shape perceptions of service quality and satisfaction in hotels. In this scenario, poor front desk performance negatively affects customer satisfaction, hospitality, and service reliability. Such experiences can damage the hotel’s reputation and reduce customer loyalty. Through staff training, process improvements, performance monitoring, and effective service recovery strategies, hotel management can enhance guest experiences and achieve higher levels of satisfaction and retention.
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