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As the world of customer experience has evolved over the last 15 years, 

we have seen an increasing focus on the importance of creating 'positive' 

experiences for customers. Businesses across all sectors have been 

realising that it is relatively easy to replicate the physical offering of their 

competitors, so the battleground has moved to the 'emotional' experience, 

which is not so easy to replicate. 

Initial research into the importance of emotions in an experience, has been 

undertaken by a UK-based consultancy firm called Beyond Philosophy. It suggests 

that emotions account for over 50% of the total experience. More recently another 

consultancy suggested this figure is now 70%(1). So clearly, in the hospitality 

industry we ignore emotions at our peril. 

 

Guest Emotions 

Do you know how your guests feel when they interact with you? What are the 

things you do that create positive emotions and what are you doing which might 

create negative feelings? Research has identified that guests like to feel "welcomed, 

valued, cared for and special", (2) which is no great surprise; so you should 

consider what you and your team can do to maximise these emotions in every area 

of your business.  

For a company such as Disney this behaviour comes as second nature. It has 

calculated that visitors who are 'advocates' (score Disney 9 or 10 on NPS feedback 

scores) are worth four times as much to the organisation over their lifetime. So with 

this in mind, it's well worth the investment in learning and development for its front 

line staff. Another great company with the same ethos is Ritz Carlton, which prides 

itself on delivering exceptionally high guest satisfaction scores - you can read some 

of their 'emotional' stories here  

http://www.ritzcarlton.com/en/StoriesThatStay.htm. 

 

Key touch points where emotions are created include the welcome a guest receives 

in every part of a hotel. These touch points present opportunities to make guests 

feel valued and cared for. First and last impressions are very important to guests, 

so why is it that a welcome or goodbye can be such a disappointing experience? In 

2011 Visit Britain identified that if guests are given a good welcome, 20% will 

recommend, however if given a GREAT welcome, 78% will recommend. It might be 

the norm in many hotels to ask to swipe a guest's credit card when they walk 

through the front door, but does that create a great experience? Not necessarily! 
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As well as focussing on positive emotions, it is also worthwhile considering how and 

where we might be creating negative experiences for guests that will damage their 

experience, such as surly staff, mould growing in bathrooms, "petty" rules around 

spa use, etc. Once we start to create negative emotions, the guest will start looking 

for other things that are going wrong with their stay - and look out Trip Advisor 

because that's where all this negative comment will likely appear!  

 

Colleague Emotions 

We have long subscribed to the mantra of "recruit for attitude, train for skills". Hire 

people who love to serve guests and then train them in the technical skills to do 

their jobs well. If the service giver's attitude is wrong, the impact on the guest 

experience will be disastrous. 

 

Hospitality leaders also need to consider what they can do to create the right 

culture within the business to create positive colleague emotions. Colleagues also 

want to feel valued and cared for, so they need good leadership, to feel supported 

in their roles, to be empowered to deliver great service and to be coached and 

mentored constantly. Good communication is vital as colleagues like to know what is 

going on and feel involved with the business.  

 

Shangri-La is a great example of a company investing in its people. It budgets 3% 

of payroll to train staff in a 'service culture' and I am sure it achieves a great ROI on 

this investment. Remember - Happy Colleagues = Happy Guests. 

 

Sidona Group, customer experience experts that I have worked with in previous 

roles, are leading the way in researching the impact of emotions on the guest 

experience. They have developed a unique programme of tools and techniques to 

help leaders and front line staff identify, manage, and meet guests' emotional 

needs. 
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Conclusion 

Emotions are an area that traditionally we have not given a lot of consideration in 

hospitality, but as they become increasingly important, now is the time to start 

thinking about how you can create more positive emotional experiences for your 

guests. Ensure that your guest research programme includes something on 

emotions and is not just a long checklist of all the physical things you provide. 

 

Companies with a proven track record in exceeding guest experience have common 

practices: 

 

They recruit for attitude, train, engage and develop staff and give rewarding  

   internal experiences  

They take extensive steps to identify guest needs before they arrive so they know  

   what emotions to evoke on arrival 

They invest heavily in leadership and a good reward structure 

Have strong organisational values and guiding principles which they stick to 

 

 

As they say "It's been emotional". Thank you for reading.  

 

Author: Mark Godfrey, EMEA 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

  

  

  

 

http://www.hotelsolutionspartnership.com/


                  

Associates  
Hotel Solutions Partnership The Global Hospitality Services  



                  

The Global Hospitality Services  
Associates  

Hotel Solutions Partnership 



         

         

         

Partner in Hotel  
Management Services  Areas of Expertise 

Hotel Solutions Partnership Ltd. UK is a network of 35+ expert 
managers, supervisors and corporate financial advisors working 
around the world.  
  
The team of Hotel Solutions Partnership brings many years of 
combined experience in the international owned, leased, managed 
and franchise branded hotel sector, and all of us are experienced 
as independent managers.  This enables us to understand the 
client’s requirements quickly and deliver this customized project 
solution. The team is structured into three geographic groups 
addressing client’s needs in the different global regions. Additionally, 
we partner with a limited number of specialist firms to extend our 
reach into certain markets. 
  
As individuals and as a team, we have worked in 114 countries; from 
2003 the Hotel Solutions Partnership delivered assignments in each of 
Bali, Belgium, Ireland, Mongolia, Poland, South Korea, Spain and the 
UK. We are sensitive to cultural differences and diversity and this 
enriches our work.  
  
The headquarters of Hotel Solutions Partnership is located in London. 
The partner offices of HotelPartners are located in additional offices 
in Prague, Bratislava, and Vienna. 

About us HotelsConsult.com Ltd. Prague, the CEE Partner for the effective way 
of developing your business, we come with flexible solutions.  
  
From 2001, the HotelsConsult draws on a collection of 20+ skilled 
disciplines to help you maximize operations in your region.  Our 
partnership clarifies the full assistance in hotel matters what shall 
meet the client’s requirements on the field of planning, 
development, construction, innovation and strategic management 
in the Hospitality, Tourism and Leisure Sector. 
  
We help with all specific requirements within our branch for a short 
term or long period of time. The technical brand experts are 
capable of producing helpful activity aimed at realization of 
construction engineering, cost management, and hotel technology 
services.  
  
The HotelsConsult.com Company shares its business relations on the 
territory of Central-Eastern Europe with headquarters located in 
Prague, Czech Republic; we have additional offices in Bratislava-
Slovak Republic, and  in Vienna-Austria. 

(M.Neumann, ex  HSP Vice President 2011-2014) 
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Asset management 

Benchmarking performance 

Balanced investment strategy  

Basic design supervision 

CAPEX plan, pricing  

Cash-Flow Forecast / 1 property 

Cash-Flow Forecast / hotel portfolio 

Coaching strategy 

Competitive Cluster 

Construction cost engineering  

Control system and pricing policy strategy 

Development strategy 

Due diligence operational and finance 

Environmental site analysis  

E-Promotion and HTML creating  

Equity and debt scenarios for bank  

EU Grants / Structural Funds in Tourism  

Feasibility analysis of construction concept 

Feasibility analysis of the hotel profitability  

Feasibility of investment  

Fee structure analysis for investor 

Floor plan of hotel operational system 

Franchise relationship management  

GOP valuation / 1property 

GOP valuation / hotel portfolio 

GOP valuation for hotel franchisor 

Historical accounting data analysis 

Historical PMS data analysis 

Hospitality business intelligence 

 

 

Hotel contracts negotiation and valuation  

Hotel inspections  

Hotel management depth interviews 

Hotel standards and classification planning  

Hotel start-up  

Innovation management 

Investment consultancy 

Investment credit support / Business Plan 

Investment credit support / ROI 

Hotel Forecast, ROI Valuation 

Investment credit support / Construction 

Budget Appraisal 

Investment credit support / Project 

Concept introduction 

Management contract supervision 

Profitability analysis of Mergers & Acquis.  

Project supervision 

Real estate appraisal  

Risk and sensitivity analysis for investor 

Risk sensitivity analysis processing  

ROI valuation  

Short-term hotel management 

Site and environmental analysis  

Standard operating procedures  

Technical and financial supervising  

Technical, operational Due Diligence 

Tender management services  

Turn-key construction and FF&E pricing 

Turn-key construction pricing 
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Services in A-Z  

   www.hotelsconsult.com    

Táboritská 23/1000, Prague 3 

Czech Republic 

130 00 

E-mail:    info@hotelsconsult.com 

Office:    + 420 603 717 036 

Skype:    ehc.partners 

Areas of Expertise 
Partner in Hotel  
Management Services  

We partner in following areas  
of expertise: 
 

 

 

 

 

 

  

  

  

  

 

 

 

                  

At HotelsConsult.com, excellence in service providing is our principle goal; 
sharing of experience on best practice comes from the hotel management, 
from the business development of franchise corporations, from the project 
finance, and hotel pre-opening. 
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