Research Paper 02
Why Guests Remember Journeys, Not Hotels

Abstract

Hospitality has traditionally been designed around physical assets: rooms, restaurants, spas, public spaces
and services. Guests, however, do not experience these elements independently. Human memory naturally
organizes experiences as sequences of events rather than isolated moments.

This paper explores how anticipation, emotional transitions, rituals and temporal structure influence the way
people remember travel. It argues that hospitality should be designed around the psychology of experience
rather than the inventory of services.

Key Question

How do people actually remember a journey?

When guests describe a memorable trip, they rarely begin by listing room specifications or service
standards.

Instead, they tell stories.

They remember arriving in an unfamiliar place.

They remember the first evening.

They remember an unexpected encounter.

They remember the final breakfast before departure.

Memory naturally arranges experiences into narratives.

If this is true, an important question follows:

Why is hospitality still primarily designed around facilities rather than around the way experiences
are remembered?

Observation

Human memory is selective.

It does not record every moment with equal importance.

Instead, experiences become meaningful through their structure.

Several characteristics consistently influence how journeys are remembered.

Beginning

The first moments establish expectations and emotional tone.

Arrival is not merely a logistical process; it becomes the opening chapter of the guest's experience.
Anticipation

Looking forward to an event often contributes as much to memory as the event itself.
Expectation creates emotional momentum.

Ritual

Repeated yet meaningful actions provide orientation and strengthen the identity of a place.
A daily ritual can become more memorable than an additional service.

Transition

Guests naturally divide their stay into chapters rather than calendar days.

Movement between different emotional states creates rhythm.

Ending

Departure strongly influences how the entire journey is remembered.

The final impression often reshapes the interpretation of everything that came before.

Discussion

Traditional hospitality design assumes that improving individual services automatically improves the overall
guest experience.

This assumption is only partially true.

An excellent breakfast, an elegant room or an attentive concierge certainly contribute to satisfaction.

Yet satisfaction alone does not necessarily create lasting memory.

Guests rarely remember isolated moments.

They remember progression.



They remember contrast.
They remember discovery.
Most importantly, they remember how one experience led naturally to the next.
This suggests that memory follows narrative logic rather than operational logic.
Hospitality, however, is typically organized according to departments:
« Front Office
e Housekeeping
o Food & Beverage
e Spa
« Entertainment
Guests never experience these departments.
They experience a continuous stay.

Framework Insight

The primary unit of guest experience is not a service.

It is not a room.

It is not a restaurant.

The primary unit is the journey.

Individual services become meaningful only through their position within a larger sequence of experiences.
Hospitality therefore should not simply optimize separate moments.

It should intentionally design the relationship between those moments.

The value of an experience lies not only in its quality, but also in its place within the narrative of the stay.

Implications
If journeys are remembered as narratives, hospitality design must move beyond the optimisation of
individual services.
Future hospitality environments should intentionally design:

e anticipation before arrival;

« emotional progression throughout the stay;

o meaningful daily rituals;

« transitions between experiences;

« memorable conclusions.
These elements cannot be treated as isolated operational improvements.
Together they form the architecture of memory.

Conclusion

Guests do not remember hospitality as a collection of services.

They remember a sequence of experiences connected through time.

Rooms, restaurants, wellness facilities and entertainment all contribute to that memory, but none of them
defines it independently.

The true object of hospitality design is therefore not the individual service.

It is the journey that gives those services meaning.

This insight leads directly to the next question:

If journeys are the true product of hospitality, how should they be intentionally designed?

That question becomes the subject of Research Paper 03: Narrative as the Missing Layer of Hospitality
Design.



