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Tit le : Dif feren t iat ing Hospit al i t y  Operat ions Via 
Exper iences:  Why  Sell ing Serv ices I s Not  Enough 

Au t h or ( s) :  Jam es  H.  Gilm ore ;  B.  Joseph I I  Pine 

Su bj e ct ( s) :  Serv ice Qualit y ;  Cust om er  Serv ice --  Research;  
Cust om er Sat isfact ion ;  Hot el Market ing  

Da t e :  June 2002 

V olu m e / N u m be r :  Vol.  43 ,  No.  3  

Pa ge ( s) :  87- 96 

Su m m a r y : Creat ing a m em orable exper ience is a power fu l  
way  t o d if ferent iat e one hospit al i t y  operat ion  f r om  
anot her .  Hot el ier s and ot her  hospit al i t y  operat ors 
need t o consider  how  t o t u rn  t heir  m undane 
serv ices in t o m em orable  ex per iences- and avoid  
t he t rap of  being t reat ed l ike a com m odit y .  One 
m et hod for  sell ing exper iences is t o im bue 
oper at ions w it h  a t hem e,  a concept  t hat  in fuses 
al l  serv ices w it h in  a g iven venue w it h  a single 
organizing pr inciple.  Them es can be over t ly  
st at ed or  qu iet ly  subt le,  but  eit her  w ay ,  a hot el  
can use it s t hem e t o set  i t self  apar t  f rom  
com pet it ors.  Them es are real ized t hrough m ot ifs,  
w h ich  ar e v isual m anifest at ions of  a t hem e.  A 
t hem e can  ser v e as an  um brel la across al l  
locat ions w it h in  a com pany 's por t fol io of  
locat ions,  or  i t  can be specif ic t o indiv idual 
locat ions.  Regard less of  t he approach,  m ot i fs 
represent  specif ic  incarnat ions of  an indiv idual 
t hem e.  Em ploy ing a t hem e al low s a hot el  t o 
d if ferent iat e i t s of fer ings by  creat ing m em orable  
m om ent s for  guest s ou t  of  ot herw ise m undane 
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in t eract ions ( e.g . ,  a w ak e-up cal l  or  elevat or  r ide)  
sim ply  by  layer ing an en j oyable exper ience at op 
t he ex ist ing set  of  ser v ices- for inst ance,  w it h  
unusual an t ics in  a shut t le bus or  r ecorded voices 
of  celebr i t ies t o wake up guest s.  
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Contact  I nform at ion  

H ost l ine  
Nest lé Library 
School  of Hotel Adm inist rat ion 
Cornell University  
G81 Stat ler Hall  
I thaca, NY 14853 
E-mail:  host l ine@sha.cornel l .edu  
Phone:  607 -254-4503 
Fax:  607 -255-2904 
M-F 9AM -4PM EST 
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