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Abstract

Failure adequately to define or understand hospitality as a commercial phenomenon

has created a fragmented academic environment and a schizophrenia in the industry

that has the potential to limit its development as a global industry. This article suggests

that, by redefining hospitality as behaviour and experience, a new perspective emerges

that has exciting implications for the management of hospitality businesses. A

framework to describe hospitality in the commercial domain is proposed. This

framework suggests a focus on the host–guest relationship, generosity, theatre and

performance, ‘lots of little surprises’, and the security of strangers – a focus that

provides guests with experiences that are personal, memorable and add value to their

lives.

Previous article View issue table of contents Next article 



 

We Care About Your Privacy

We and our 845 partners store and/or access information on

a device, such as unique IDs in cookies to process personal

data. You may accept or manage your choices by clicking

below, including your right to object where legitimate

interest is used, or at any time in the privacy policy page.

These choices will be signaled to our partners and will not

affect browsing data. Privacy Policy

We and our partners process data to provide:

Use precise geolocation data. Actively scan device

characteristics for identification. Store and/or access

information on a device. Personalised advertising and

content, advertising and content measurement, audience

research and services development.

List of Partners (vendors)

I Accept

Essential Only

Show Purpose

https://www.tandfonline.com/
https://www.tandfonline.com/action/showPublications?pubType=journal
https://www.tandfonline.com/fsij20
https://www.tandfonline.com/loi/fsij20
https://www.tandfonline.com/toc/fsij20/27/6
https://www.tandfonline.com/toc/fsij20/27/6
https://www.tandfonline.com/journals/fsij20
https://www.tandfonline.com/author/Hemmington%2C+Nigel
https://doi.org/10.1080/02642060701453221
https://www.tandfonline.com/action/clickThrough?id=5931&url=%2Fr%2Fsubjectsample-efbi&loc=%2Fdoi%2Fabs%2F10.1080%2F02642060701453221&pubId=41153993&placeholderId=1074&productId=3092
https://www.tandfonline.com/doi/full/10.1080/02642060701453221?scroll=top&needAccess=true
https://www.tandfonline.com/doi/figure/10.1080/02642060701453221?scroll=top&needAccess=true
https://www.tandfonline.com/doi/ref/10.1080/02642060701453221?scroll=top
https://www.tandfonline.com/doi/citedby/10.1080/02642060701453221?scroll=top&needAccess=true
https://www.tandfonline.com/doi/metrics/10.1080/02642060701453221?scroll=top
https://www.tandfonline.com/doi/permissions/10.1080/02642060701453221?scroll=top
https://www.tandfonline.com/doi/abs/10.1080/02642060701453221
https://www.tandfonline.com/doi/full/10.1080/02642060701453213
https://www.tandfonline.com/toc/fsij20/27/6?nav=tocList
https://www.tandfonline.com/doi/full/10.1080/02642060701453247
https://www.tandfonline.com/
https://www.tandfonline.com/action/showCart?FlowID=1
https://www.informa.com/privacy-policy/


Related Research Data

Gastrosophy and Nouvelle Cuisine: Entrepreneurial Fashion and Fiction

Source: Emerald

Relevant dimensions of tourist experiences in unique, alternative person-to-person

accommodation—sharing castles, treehouses, windmills, houseboats or house-buses

Source: Informa UK Limited

Listen to your customer - how to manage your restaurant more effectively

Source: Informa UK Limited

Are travellers satisfied with Malaysian hotels

Source: Emerald

Dramatic script development with employees

Source: Emerald

Hotel Security: The Needs of the Mature Age Market

Source: Emerald

Hosts and guests the bed-and-breakfast phenomenon

Source: Elsevier BV

Dineserv: A Tool for Measuring Service Quality in Restaurants

Source: SAGE Publications

Service behaviors that lead to satisfied customers

Source: Emerald

The evolution of services marketing, hospitality marketing and building the

constituency model for hospitality marketing

Source: Emerald

What is hospitality

Source: Elsevier BV

The meaning of hospitality: do employees understand?

Source: Emerald

An exploratory study of talent managementas an inherently motivational process in

the hospitality sector

Source: Emerald

Making memories: an example of the scholarship of teaching and learning in

hospitality and tourism education

Source: Informa UK Limited

International hotel manager

Source: Emerald

A Pilot Study

Source: The Haworth Press

https://www.tandfonline.com/servlet/linkout?url=https%3A%2F%2Fdx.doi.org%2F10.1108%252F00070709410072472&type=Scholix
https://www.tandfonline.com/servlet/linkout?url=https%3A%2F%2Fdx.doi.org%2F10.1080%252F15256480.2018.1511495&type=Scholix
https://www.tandfonline.com/servlet/linkout?url=https%3A%2F%2Fdx.doi.org%2F10.1080%252F15378020.2019.1671119&type=Scholix
https://www.tandfonline.com/servlet/linkout?url=https%3A%2F%2Fdx.doi.org%2F10.1108%252F09596110510591909&type=Scholix
https://www.tandfonline.com/servlet/linkout?url=https%3A%2F%2Fdx.doi.org%2F10.1108%252F09564230310474156&type=Scholix
https://www.tandfonline.com/servlet/linkout?url=https%3A%2F%2Fdx.doi.org%2F10.1108%252F09596119410065914&type=Scholix
https://www.tandfonline.com/servlet/linkout?url=https%3A%2F%2Fdx.doi.org%2F10.1016%252F0160-7383%252881%252990004-9&type=Scholix
https://www.tandfonline.com/servlet/linkout?url=https%3A%2F%2Fdx.doi.org%2F10.1177%252F001088049503600226&type=Scholix
https://www.tandfonline.com/servlet/linkout?url=https%3A%2F%2Fdx.doi.org%2F10.1108%252F03090560010311920&type=Scholix
https://www.tandfonline.com/servlet/linkout?url=https%3A%2F%2Fdx.doi.org%2F10.1108%252Fijchm-01-2015-0015&type=Scholix
https://www.tandfonline.com/servlet/linkout?url=https%3A%2F%2Fdx.doi.org%2F10.1016%252F0278-4319%252895%252900045-3&type=Scholix
https://www.tandfonline.com/servlet/linkout?url=https%3A%2F%2Fdx.doi.org%2F10.1108%252Fijchm-11-2015-0667&type=Scholix
https://www.tandfonline.com/servlet/linkout?url=https%3A%2F%2Fdx.doi.org%2F10.1108%252Fijchm-11-2018-0905&type=Scholix
https://www.tandfonline.com/servlet/linkout?url=https%3A%2F%2Fdx.doi.org%2F10.1080%252F10963758.2019.1575749&type=Scholix
https://www.tandfonline.com/servlet/linkout?url=https%3A%2F%2Fdx.doi.org%2F10.1108%252F09596110010305163&type=Scholix
https://www.tandfonline.com/servlet/linkout?url=https%3A%2F%2Fdx.doi.org%2F10.1300%252Fj150v02n02_05&type=Scholix


Examining the key dimensions of customer experience quality in the hotel industry

Source: Routledge

The concept of hospitality and an evaluation of its applicability to the experience of

hospital patients

Source: Elsevier BV

Hotel Employees’ Pro-Environmental Behaviour: Effect of Leadership Behaviour,

Institutional Support and Workplace Spirituality

Source: MDPI AG

Payment : an undervalued part of the meal experience?

Source: Wiley

Role of servant leadership in contemporary hospitality

Source: Emerald

Consumer encounters and affective experiences in hospitality

Source: Wiley

Exploring the customer experience with Airbnb

Source: Emerald

Service Expectation Index: A Discussion of Confirmatory Analysis and Factor Analysis

as Methods of Index Testing and Refinement

Source: SAGE Publications

Towards a new interpretation of “hospitality”

Source: Emerald

The antecedents of satisfaction and revisit intentions for full-service restaurants

Source: Emerald

Consumer research in the restaurant environment. Part 3: analysis, findings and

conclusions

Source: Emerald

Finding the Hospitality Industry (Slattery's reply to Brotherton)

Source: Elsevier BV

Eating-out and experiential consumption: a typology of experience providers

Source: Emerald

FIVE MEALS IN THE FORTIES: PERSPECTIVES ON HOSPITALITY UNDER EXTREME

CIRCUMSTANCES

Source: Cognizant, LLC

Levels of satisfaction among Asian and Western travellers

Source: Emerald

Finding the Hospitality Industry (A Response to Paul Slattery)

Source: Elsevier BV

Finding the hospitality industry.

Source: Elsevier BV

Hospitality in Early Modern England

https://www.tandfonline.com/servlet/linkout?url=https%3A%2F%2Fdx.doi.org%2F10.1080%252F19368623.2019.1568339&type=Scholix
https://www.tandfonline.com/servlet/linkout?url=https%3A%2F%2Fdx.doi.org%2F10.1016%252F0278-4319%252890%252990038-y&type=Scholix
https://www.tandfonline.com/servlet/linkout?url=https%3A%2F%2Fdx.doi.org%2F10.3390%252Fsu11154135&type=Scholix
https://www.tandfonline.com/servlet/linkout?url=https%3A%2F%2Fdx.doi.org%2F10.1111%252Fj.1471-5740.2004.00094.x&type=Scholix
https://www.tandfonline.com/servlet/linkout?url=https%3A%2F%2Fdx.doi.org%2F10.1108%252Fijchm-11-2018-0935&type=Scholix
https://www.tandfonline.com/servlet/linkout?url=https%3A%2F%2Fdx.doi.org%2F10.1111%252Fj.1745-4506.2008.00092.x&type=Scholix
https://www.tandfonline.com/servlet/linkout?url=https%3A%2F%2Fdx.doi.org%2F10.1108%252Fijcthr-10-2018-0148&type=Scholix
https://www.tandfonline.com/servlet/linkout?url=https%3A%2F%2Fdx.doi.org%2F10.1177%252F109634809001400244&type=Scholix
https://www.tandfonline.com/servlet/linkout?url=https%3A%2F%2Fdx.doi.org%2F10.1108%252F09596110510591954&type=Scholix
https://www.tandfonline.com/servlet/linkout?url=https%3A%2F%2Fdx.doi.org%2F10.1108%252Fmip-01-2013-0017&type=Scholix
https://www.tandfonline.com/servlet/linkout?url=https%3A%2F%2Fdx.doi.org%2F10.1108%252F09596110010304984&type=Scholix
https://www.tandfonline.com/servlet/linkout?url=https%3A%2F%2Fdx.doi.org%2F10.3794%252Fjohlste.21.40&type=Scholix
https://www.tandfonline.com/servlet/linkout?url=https%3A%2F%2Fdx.doi.org%2F10.1108%252Fbfj-02-2012-0027&type=Scholix
https://www.tandfonline.com/servlet/linkout?url=https%3A%2F%2Fdx.doi.org%2F10.3727%252F154427203773069235&type=Scholix
https://www.tandfonline.com/servlet/linkout?url=https%3A%2F%2Fdx.doi.org%2F10.1108%252F02656710010304537&type=Scholix
https://www.tandfonline.com/servlet/linkout?url=https%3A%2F%2Fdx.doi.org%2F10.3794%252Fjohlste.12.32&type=Scholix
https://www.tandfonline.com/servlet/linkout?url=https%3A%2F%2Fdx.doi.org%2F10.3794%252Fjohlste.11.7&type=Scholix
https://www.tandfonline.com/servlet/linkout?url=https%3A%2F%2Fdx.doi.org%2F10.1093%252Facprof%253Aoso%252F9780198217633.001.0001&type=Scholix


Source: Oxford University Press

Influence of experiences on memories, satisfaction and behavioral intentions: a study

of creative tourism

Source: Informa UK Limited

Theory in hospitality management

Source: Elsevier BV

An exploratory study of competencies required to co‐create memorable customer

experiences in the hospitality industry

Source: Emerald

Patients’ experiences of nurses’ heartfelt hospitality as caring: A qualitative approach

Source: Wiley

An exploratory study of determinants for restaurant servers’ actual tip earnings:

Individual characteristics and work conditions

Source: Informa UK Limited

Finding the hospitality industry - a final response to Slattery?

Source: Elsevier BV

Security management and crime in hotels

Source: Emerald

Turning a commodity into an experience: the “sweetest spot” in the coffee shop

Source: LLC CPC Business Perspectives

HOSPITABLENESS, SERVICESCAPE AND SATISFACTION IN HOTEL INDUSTRY

Source: Wiley

The Nature of the Hospitality Industry: Present and Future Managers' Perspectives

Source: Informa UK Limited

 

Linking provided by  

Related research 

Recommended articles Cited by 

200

Hospitality and hospitableness

Conrad Lashley

Research in Hospitality Management

Published online: 18 Jan 2017



Understanding the Consumer Experience: An Exploratory Study of Luxury Hotels 



People also read

https://www.tandfonline.com/servlet/linkout?url=https%3A%2F%2Fdx.doi.org%2F10.1080%252F10548408.2015.1038418&type=Scholix
https://www.tandfonline.com/servlet/linkout?url=https%3A%2F%2Fdx.doi.org%2F10.1016%252F0278-4319%252882%252990002-0&type=Scholix
https://www.tandfonline.com/servlet/linkout?url=https%3A%2F%2Fdx.doi.org%2F10.1108%252Fijchm-05-2012-0065&type=Scholix
https://www.tandfonline.com/servlet/linkout?url=https%3A%2F%2Fdx.doi.org%2F10.1111%252Fjocn.14701&type=Scholix
https://www.tandfonline.com/servlet/linkout?url=https%3A%2F%2Fdx.doi.org%2F10.1080%252F15378020.2016.1192883&type=Scholix
https://www.tandfonline.com/servlet/linkout?url=https%3A%2F%2Fdx.doi.org%2F10.3794%252Fjohlste.22.56&type=Scholix
https://www.tandfonline.com/servlet/linkout?url=https%3A%2F%2Fdx.doi.org%2F10.1108%252F09596110210419237&type=Scholix
https://www.tandfonline.com/servlet/linkout?url=https%3A%2F%2Fdx.doi.org%2F10.21511%252Fim.14%25284%2529.2018.04&type=Scholix
https://www.tandfonline.com/servlet/linkout?url=https%3A%2F%2Fdx.doi.org%2F10.1002%252Fcjas.1246&type=Scholix
https://www.tandfonline.com/servlet/linkout?url=https%3A%2F%2Fdx.doi.org%2F10.1080%252F13032917.2009.10518900&type=Scholix
https://scholexplorer.openaire.eu/
https://www.tandfonline.com/doi/full/10.1080/22243534.2015.11828322?src=recsys
https://www.tandfonline.com/author/Lashley%2C+Conrad
https://www.tandfonline.com/doi/full/10.1080/19368623.2011.536074?src=recsys
https://www.addtoany.com/share


Andrew Walls et al.

Journal of Hospitality Marketing & Management

Published online: 7 Jan 2011

Studying Hospitality: Insights from Social Sciences1

Conrad Lashley

Scandinavian Journal of Hospitality and Tourism

Published online: 8 May 2008



View more

https://www.tandfonline.com/author/Walls%2C+Andrew
https://www.tandfonline.com/doi/full/10.1080/15022250701880745?src=recsys
https://www.tandfonline.com/author/Lashley%2C+Conrad


Information for

Authors

R&D professionals

Editors

Librarians

Societies

Open access

Overview

Open journals

Open Select

Dove Medical Press

F1000Research

Opportunities

Reprints and e-prints

Advertising solutions

Accelerated publication

Corporate access solutions

Help and information

Help and contact

Newsroom

All journals

Books

 Sign me up

 

 

Keep up to date

Register to receive personalised research and resources

by email

Copyright © 2024 Informa UK Limited Privacy policy Cookies Terms & conditions

Accessibility

Registered in England & Wales No. 3099067 

5 Howick Place | London | SW1P 1WG

https://authorservices.taylorandfrancis.com/
https://taylorandfrancis.com/who-we-serve/industry-government/business/
https://editorresources.taylorandfrancis.com/
https://www.tandfonline.com/page/librarians
https://www.tandfonline.com/societies
https://www.tandfonline.com/openaccess
https://www.tandfonline.com/openaccess/openjournals
https://www.tandfonline.com/openaccess/openselect
https://www.tandfonline.com/openaccess/dove
https://www.tandfonline.com/openaccess/f1000
https://taylorandfrancis.com/who-we-serve/industry-government/marketing/
https://taylorandfrancis.com/partnership/commercial/advertising-solutions/
https://taylorandfrancis.com/partnership/commercial/accelerated-publication/
https://taylorandfrancis.com/who-we-serve/industry-government/business/purchasing-options/
https://help.tandfonline.com/
https://newsroom.taylorandfrancisgroup.com/
https://www.tandfonline.com/journals?&pageSize=3000
https://www.routledge.com/
https://taylorandfrancis.formstack.com/forms/tfoguest_signup
http://facebook.com/TaylorandFrancisGroup
https://twitter.com/tandfonline
http://linkedin.com/company/taylor-&-francis-group
https://www.youtube.com/user/TaylorandFrancis
http://www.weibo.com/tandfchina
https://www.informa.com/
https://informa.com/privacy-policy/
https://www.tandfonline.com/cookies
https://www.tandfonline.com/terms-and-conditions
https://www.tandfonline.com/accessibility
http://taylorandfrancis.com/

