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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?



















Managing Guest Expectations and Enhancing Hotel Service Quality
Guest expectations are a crucial determinant of satisfaction in the hospitality industry. These expectations are developed before arrival through various sources such as hotel websites, advertisements, online reviews, social media, and recommendations from friends or family. Guests generally expect hotels to provide efficient service, comfortable accommodations, and courteous staff. The extent to which these expectations are fulfilled significantly influences their overall experience. According to customer satisfaction theory, guests compare the actual service received with their prior expectations. When service performance exceeds expectations, satisfaction increases; when it falls below expectations, dissatisfaction occurs (Cronin & Taylor, 1992). Therefore, hotels must understand guest expectations and consistently deliver high-quality service to remain competitive and maintain positive customer relationships.
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. This situation negatively affects multiple aspects of the guest experience.
The first component affected is arrival and check-in experience. The check-in process is often the guest’s first direct interaction with the hotel. After a tiring journey, guests expect a quick and seamless check-in procedure. Slow service increases waiting times and can create frustration, stress, and disappointment. A poor arrival experience can immediately lower satisfaction levels and create negative emotions that persist throughout the stay (Baker & Crompton, 2000).
The second component affected is employee responsiveness. Guests expect front desk staff to be knowledgeable and capable of addressing inquiries regarding hotel facilities, services, and local information. When employees cannot answer basic questions, guests may feel unsupported and perceive the hotel as unprofessional. Responsiveness is a key factor influencing customer perceptions of service quality and trust (Brady & Cronin, 2001).
The third component affected is emotional comfort and hospitality. Hospitality is not only about providing physical services but also about creating positive emotional experiences. Unfriendly staff behavior can make guests feel unwelcome and undervalued. Friendly interactions are essential because they contribute to a sense of comfort, belonging, and customer satisfaction. Negative employee attitudes often result in lower evaluations of the overall hotel experience (Ladhari, 2009).
This negative service encounter can significantly influence the guest’s perception of the hotel. Since first impressions are difficult to change, the guest may assume that poor front desk service reflects the overall quality of the establishment. The guest may begin to question the competence of management and the reliability of other hotel services. Furthermore, dissatisfaction experienced during check-in can affect the guest’s mood throughout the stay, making them more likely to notice other shortcomings. Negative perceptions can also lead to unfavorable online reviews and reduced customer loyalty. In today's digital marketplace, online ratings and guest feedback play a major role in influencing future booking decisions, making service quality even more important (Ladhari, 2009).
To improve the situation, hotel management should take several actions. First, employee training programs should be strengthened to ensure staff possess adequate communication, customer service, and problem-solving skills. Employees should be trained to handle guest inquiries confidently and professionally while maintaining a positive attitude.
Second, management should implement service quality monitoring systems. Guest satisfaction surveys, online review analysis, and performance evaluations can help identify service weaknesses and provide opportunities for continuous improvement. Managers should regularly assess front desk performance and provide constructive feedback to employees.
Third, hotels should invest in technology and operational efficiency. Automated check-in systems, mobile check-in applications, and self-service kiosks can reduce waiting times and improve service speed. These technologies allow staff to focus more on personalized guest interactions rather than administrative tasks.
Finally, management should establish an effective service recovery strategy. If service failures occur, employees should be empowered to resolve issues immediately through sincere apologies, prompt assistance, and appropriate compensation when necessary. Effective service recovery can help rebuild trust and improve guest perceptions despite initial problems (Boshoff, 1997).
In conclusion, guest expectations strongly influence hotel satisfaction and overall experiences. In this scenario, poor front desk service negatively affects the arrival experience, employee responsiveness, and emotional comfort. Such failures can damage the hotel’s reputation and reduce customer loyalty. By improving staff training, monitoring service quality, enhancing operational efficiency, and implementing strong service recovery practices, hotel management can create positive guest experiences and strengthen long-term customer relationships.
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