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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: How Guest Expectations Shape the Overall Service Experience
In modern hospitality operations, guest expectations serve as the primary baseline standard against which all real-time experiences are measured. This structural dynamic is predominantly explained via the Zone of Tolerance Model (Zeithaml et al., 1993). Rather than a single fixed expectation, guests possess a spectrum of desires: the desired service level (what they hope to receive) and the adequate service level (the bare minimum acceptable standard). The variance between these two boundaries forms the zone of tolerance.
Pre-arrival expectations are heavily calibrated by explicit signals like hotel marketing and room pricing, alongside implicit cues like online review ratings. The direct impact of these expectations manifest in three distinct ways:
· Falling Below Tolerance: When actual service execution drops below the adequate service boundary, it triggers negative disconfirmation. This results in severe friction, customer outrage, and immediate erosion of brand trust.
· Meeting the Zone: When performance sits securely within the zone of tolerance, the service is deemed acceptable but unexceptional, resulting in passive satisfaction without driving genuine customer retention.
· Exceeding Desired Limits: When a hotel surpasses the upper boundary of desired expectations, it creates positive disconfirmation, generating a powerful psychological state of consumer delight.
Because hospitality experiences are highly intangible and subjective, pre-existing expectations act as a strict emotional lens. For example, a traveler paying premium luxury rates holds a very narrow zone of tolerance. Consequently, minor administrative bottlenecks are perceived as catastrophic failures, demonstrating that expectations entirely govern a guest’s final calculation of service value.
Part 2: Case Study Analysis – The Arrival Failure
Components of the Guest Experience Negatively Affected
The scenario illustrated in image_28947d.png highlights a multifaceted operational collapse at the initial phase of the guest cycle. The impacted components include:
· The Expressive Sub-system: Front desk staff represent the psychological bridge between the traveler and the property. An unfriendly attitude violates the hospitality covenant, turning what should be a welcoming transition into an adversarial encounter.
· The Efficiency Dimension: Prolonged check-in speeds directly impact the physical comfort of the customer. Slowness at the desk artificially extends travel fatigue, transforming a routine process into a severe friction point.
· The Competence Layer: A front office agent is expected to be a primary info-hub. An inability to resolve basic inquiries demonstrates a fundamental failure in training, destroying the guest’s belief in the hotel’s underlying utility.
Influence on the Guest’s Perception of the Hotel
An international traveler arriving after a grueling flight suffers from depleted emotional and physical reserves. Under the Expectation-Evidence Discrepancy Theory (Oliver & Swan, 1989), a severe service failure at the first touchpoint produces a powerful "Negative Priming Effect."
Because the initial interaction was substandard, the guest will form an immediate, unconscious assumption that the entire hotel is poorly managed and unprofessional. They are highly likely to perceive the remainder of their stay through a hyper-critical filter, viewing minor variations in room quality or food service as proof of structural failure. This lack of initial alignment heavily undermines customer retention, dramatically shifting the traveler toward negative word-of-mouth and driving them to post public, critical complaints online.
Comprehensive Managerial Interventions
To immediately defuse this specific crisis and permanently optimize front-of-house operations, management should adopt a dual-layered operational framework:
                  ┌───────────────────────────────┐
                  │   Managerial Action Plan      │
                  └───────────────┬───────────────┘
                                  │
         ┌────────────────────────┴────────────────────────┐
         ▼                                                 ▼
┌─────────────────┐                               ┌─────────────────┐
│ Immediate Fixes │                               │ Long-Term Fixes │
└────────┬────────┘                               └────────┬────────┘
         │                                                 │
         ├─► Guest Relations Executive Escort              ├─► Continuous Service Audits
         └─► Service Recovery Protocols & Perks            └─► Integration of Automated Desks
Immediate Service Recovery:
· Executive Intervention: A Guest Relations Executive must immediately step in, separate the guest from the point of friction, and complete check-in procedures comfortably away from the desk.
· Proactive Compensation: To visually mitigate the administrative error, management must implement proactive service recovery protocols. This includes offering a complimentary room tier upgrade, coordinating an elite dining credit, or waiving parking/resort surcharges, which can effectively repair customer goodwill (Smith et al., 1999).
Long-Term Strategic Fixes:
· Continuous Service Audits: Front office teams must face regular mystery shopper audits and mandatory knowledge refreshers on property infrastructure, operating hours, and standard regional information to ensure operational fluency.
· Predictive Staffing and Tech Integration: Management must sync international flight arrival projections with labor scheduling rosters to prevent understaffing during peak waves. Furthermore, deploying self-service check-in kiosks can help deflect baseline administrative volume, leaving human agents free to focus entirely on high-empathy guest interactions.
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