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Element 1 – Pre-Arrival 


	The pre-arrival stage is where the establishment for a positive visitor’s experience is laid. It includes different fundamental parts that hotel services and front office staff should manage effectively to guarantee visitors are good to go for their visit. A few key components hang out in this stage ((Sann and Lai, 2020).
Regardless, the booking process plays a huge part. Guests expect a consistent and free booking experience. Hotel management systems and online booking stages have become indispensable instruments for rationalizing this cycle. Current composing highlights the meaning of having a simple-to-utilize site, versatile applications, and the compromise of pariah booking channels to oblige different guest tendencies (Lahouel and Montargot, 2020). The second important factor is the preferences and unique wishes of the guests. Since it has a significant impact on the visitor experience, the front office workers must fold, store, and make this information easily available to all relevant departments. This can be accomplished by applying customer relationship management (CRM) technologies.

Industry Example: Marriott International has made major investments in its online reservation system, allowing consumers to make reservations, maintain them, and access tailored offers, improving the pre-arrival experience for its visitors (Sanvitale, 2020).








	

Element 2 – Arrival 


	
The guest's first physical interaction with the hotel occurs during the arrival phase. It is essential to guarantee a seamless changeover from the pre-arrival phase. Here are several factors that demand careful management.
The check-in procedure is a crucial factor that affects the visitor's first impression of the hotel. According to published research, mobile check-in alternatives should be implemented to enable guests to avoid the front desk if they prefer. By doing this, efficiency is improved while accommodating different visitor preferences. Customized welcome messages and gestures, such as attending to visitors by name and offering rewards during check-in, altogether upgrade the general visitor experience. This little however smart contacts create a feeling of warmth and friendliness, causing visitors to feel esteemed and exceptional from the second they show up. It goes past simple effectiveness; it's tied in with making a vital and customized stay (Deng et al., 2021). Such motions have an enduring effect as well as add to positive surveys and rehash business, at last supporting the standing and outcome of kindness foundations. In a cutthroat industry, these individual contacts can have a significant effect in guaranteeing visitor fulfilment and loyalty.

Industry Example: Hilton's Digital Key is an industry-leading example, providing guests with a contactless check-in experience using their smartphones (Zientara et al., 2020







	





Element 3 – Duration of stay 


	A visitor's overall level of pleasure is significantly influenced by the duration of their stay. Making sure that all services are regularly provided and that any requests from guests are immediately handled is essential during this time. Room maintenance and housekeeping are important at this point. A basic expectation of visitors is to have rooms that are kept up and tidy. The literature emphasizes the value of constant interaction and assistance between the front desk and housekeeping departments through effective hotel management systems. Additionally, providing guests with customized services during their stay—like room service, spa appointments, or transportation arrangements—can greatly improve their experience and bring in more money for the hotel (Mishra, 2019).

Industry Example: The Ritz-Carlton is well-known for its thorough attention to detail, ensuring rooms are consistently maintained to the highest standards.









	
Element 4 – Departure 


	The departure stage is the last chance to make a lasting impression on guests. Procedures for check-out and post-stay follow-up are included in this phase. Effective check-out measures are essential to guaranteeing a satisfying leaving experience. Advanced check-out alternatives and bill delivery to the room beforehand are recommended in the literature to expedite the check-out process for visitors. In addition, gathering reviews and comments from guests is part of the post-stay phase. Keeping an eye on these reviews—positive or negative—is important to preserving a hotel's reputation and taking proactive measures to resolve any problems (Marković and Gjurašić, 2020).

Industry Example: The Ace Hotel in New York provides a hassle-free express check-out option for guests who prefer a swift departure without the need to visit the front desk.
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