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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?



















1. How Guest Expectations Affect Their Overall Experience
Guest expectations serve as the baseline lens through which consumers evaluate service quality and satisfaction. In the hospitality industry, this dynamic is fundamentally explained by Oliver’s Expectancy-Disconfirmation Theory (Oliver, 1980). Before arriving at a property, a guest forms a set of expectations based on several factors: past experiences, online reviews, marketing communications, and the price point of the establishment.
The relationship between expectations and the actual delivery of service results in three distinct psychological states:
· Positive Disconfirmation: When the actual service performance exceeds what the guest anticipated, it results in high levels of satisfaction, delight, and increased brand loyalty.
· Confirmation: When the service precisely meets expectations, the guest is generally satisfied but may view the experience as standard or unmemorable.
· Negative Disconfirmation: When the performance falls short of what was expected, it triggers feelings of dissatisfaction, frustration, and a perceived breach of trust.
Because hospitality services are intangible and inseparable—meaning production and consumption happen simultaneously—guest expectations act as a harsh filter. A guest paying $\$500$ a night expects flawless execution, making them highly sensitive to minor lapses. Conversely, a guest at a budget motel has lower baselines, meaning the exact same service lapse might be easily forgiven. Ultimately, managing and aligning these pre-arrival expectations with actual operations is critical to ensuring a positive perceived experience.
2. Case Study Analysis: The International Flight Arrival
Components of the Guest Experience Negatively Affected
The scenario highlights a failure at the initial touchpoint of the guest cycle. The specific components compromised include:
· The Arrival Experience: This sets the tone for the entire stay. A slow check-in directly degrades the customer's transition from traveler to hotel guest.
· The Emotional/Psychological Environment: Frontline staff behavior dictates the emotional climate. Unfriendliness robs the guest of feeling welcomed, safe, and valued after an exhausting journey.
· Functional Quality: The staff's inability to answer basic questions reflects a severe lack of competence and operational efficiency, destroying the guest's confidence in the hotel's utility.
Influence on the Guest's Perception of the Hotel
The Halo Effect dictates that a guest's first impression heavily colors their subsequent evaluations of the stay (Parasuraman et al., 1988). Because the initial interaction was highly negative, the guest is likely to adopt a hyper-critical mindset. They will actively look for and notice further flaws, such as a dusty room or slow room service, which they might have otherwise ignored.
Furthermore, because the traveler is physically exhausted from an international flight, their cognitive patience is depleted. They will perceive the hotel not as a sanctuary, but as an added stressor. This strongly correlates with a high likelihood of negative word-of-mouth (e.g., leaving a damaging 1-star TripAdvisor or Google review) and zero brand loyalty.
Management Actions to Improve the Situation
Management must deploy both immediate service recovery strategies and long-term structural changes to prevent recurrence:

Immediate Service Recovery:
· Empathetic Intervention: A manager should immediately step in, offer a sincere apology, and fast-track the check-in process.
· Tangible Compensations: Provide an immediate upgrade, complimentary breakfast, or a voucher for a spa treatment to mitigate the frustration. Johnston and Michel (2008) note that proactive recovery can sometimes leave a guest more satisfied than if no error had occurred.
Long-Term Strategic Fixes:
· Rigorous Training Programs: Staff must undergo continuous customer service and Standard Operating Procedure (SOP) training. This includes empathy coaching and extensive knowledge testing regarding hotel amenities and local geography.
· Predictive Staffing Schedules: Management must utilize Property Management System (PMS) data to track international flight arrival windows, ensuring the front desk is adequately staffed during peak, high-fatigue arrival times to reduce wait times.
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