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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 Role of Guest Expectations in Determining Hotel Satisfaction
Guest expectations are one of the most influential factors affecting customer satisfaction in the hospitality industry. Before arriving at a hotel, guests form expectations based on advertising, online reviews, brand image, pricing, and previous travel experiences. These expectations serve as a standard against which guests evaluate the services and facilities they receive during their stay. According to the Disconfirmation Theory, satisfaction occurs when hotel performance meets or exceeds expectations, while dissatisfaction arises when performance falls short (Churchill & Surprenant, 1982). As a result, understanding and managing guest expectations is essential for delivering quality service and ensuring long-term customer loyalty.
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. Such an experience negatively affects several important dimensions of the guest experience.
The first component affected is service efficiency. Guests arriving after long flights are often tired and eager to complete the check-in process quickly. Delays at the front desk can create frustration and stress, especially when guests expect a smooth and efficient arrival experience. Efficient service is considered a critical determinant of customer satisfaction in hospitality operations because it directly affects perceptions of professionalism and competence (Johnston, 1995).
The second component affected is customer care and hospitality. The hospitality industry is built on providing guests with warmth, courtesy, and personalized attention. Unfriendly staff behavior creates a negative emotional response and makes guests feel unwelcome. Positive employee attitudes are important because they influence how guests perceive the overall service environment. Research has shown that employee behavior significantly contributes to customer satisfaction and perceived service quality (Hartline & Ferrell, 1996).
The third component impacted is information quality and assurance. Front desk employees are expected to provide accurate information regarding hotel services, facilities, local attractions, transportation, and policies. When staff members cannot answer basic questions, guests may lose confidence in the hotel's ability to meet their needs. This lack of assurance can increase uncertainty and reduce trust in the organization (Knutson et al., 1990).
This poor service encounter can strongly influence the guest’s overall perception of the hotel. First impressions often have a lasting impact on customer evaluations. Since the front desk is typically the first point of contact, guests may use this interaction to judge the hotel's overall quality. The guest may conclude that management does not prioritize customer service or employee training. As a result, even if other hotel facilities are satisfactory, the negative arrival experience may overshadow positive aspects of the stay. Furthermore, dissatisfied guests are more likely to submit negative online reviews, discourage others from booking the hotel, and avoid returning in the future. Such outcomes can damage both customer retention and the hotel's reputation (Hartline & Ferrell, 1996).
To improve the situation, hotel management should adopt several corrective strategies. First, management should provide regular staff training programs focusing on communication skills, customer service excellence, problem-solving, and product knowledge. Well-trained employees are better equipped to handle guest inquiries and create positive interactions.
Second, hotels should establish clear service standards and performance expectations. Managers can set targets for check-in times, response rates, and customer satisfaction levels. Regular monitoring and evaluation can help identify service deficiencies before they become recurring problems.
Third, management should encourage a customer-focused organizational culture. Employees should understand the importance of guest satisfaction and be empowered to make decisions that improve the customer experience. Recognition and reward programs can motivate staff to consistently deliver high-quality service.
Finally, a strong service recovery process should be implemented. When guests experience poor service, staff should respond promptly with apologies, empathy, and appropriate compensation when necessary. Offering complimentary amenities, discounts, or room upgrades can help reduce dissatisfaction and restore customer confidence. Effective service recovery can significantly improve guest perceptions and increase the likelihood of repeat business (Maxham & Netemeyer, 2002).
In conclusion, guest expectations play a vital role in determining hotel satisfaction and overall experiences. In this scenario, poor front desk performance negatively affects service efficiency, hospitality, and information quality. These shortcomings can lead to negative perceptions, reduced loyalty, and reputational damage. By investing in employee training, service standards, customer-oriented culture, and effective service recovery strategies, hotel management can enhance guest experiences and achieve higher levels of satisfaction and loyalty.
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