
HOSPITALITY & SERVICE

Guest journey
mapping toolkit
Connect the promise to the service delivered

Map the guest experience from discovery to post-stay contact, with particular
attention to the handoffs between reservations, front desk, housekeeping and
service teams.

THE WORK THE RESULT

Follow the same stay through the guest’s
messages, booking record, arrival, service
requests, checkout and follow-up.

A current-state guest map and an owned
improvement record that connect each promise
to the team and evidence needed to fulfil it.

INSIDE THIS GUIDE

02  Journey scope and evidence 03  Booking and arrival

04  Stay and departure 05  Findings and service measures

06  Fillable guest journey map 07  Improvement record
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Guest journey mapping

01 / CURRENT STATE

Journey scope and evidence
A guest experiences one stay while the property operates through several teams and
systems. The map should show where that continuity is maintained or lost.

Define the stay being reviewed
Choose the property, guest group, booking
channel and review period. Separate materially
different journeys, such as direct and
intermediary bookings, group stays or late
arrivals, when their information and operating
requirements differ.

Set the starting point and completion event. The
journey may begin with comparing room
information and continue through a billing
question after checkout. Do not stop at the
booking confirmation if the question concerns
the complete stay.

Map the guest’s task and the
promise
At each stage, record what the guest needs to do
or know and the promise the business makes.
Include availability, room suitability, total cost,
arrival arrangements, service response and the
final bill where relevant.

Use the guest’s language for the task. Keep
assumptions about emotion or motivation as
research questions until evidence supports them.
A map does not need invented satisfaction
scores to make a problem visible.

Collect linked evidence
Use authorised reservation records, guest
messages, service requests, arrival and
departure records, complaints and direct
observations. Connect them through the booking
or case identifier while keeping unnecessary
personal information out of the working map.

Ask staff how they handle missing information,
delayed rooms, an unavailable colleague or a
request that crosses departments. Compare the
explanation with actual records; the intended
process may differ from the guest’s experience.

Show ownership behind the
touchpoint
Connect the page, message, conversation or
physical interaction to the responsible team and
system. Record the information that passes to
the next owner and the acknowledgement that
establishes the next step.

Where several systems show a different status,
identify the authoritative record and the person
responsible for reconciliation. A guest should not
have to mediate disagreement between the
booking channel and the property.
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Guest journey mapping

02 / PREPARING THE STAY

Booking, pre-arrival and arrival
The information used to choose and book should remain consistent when the guest
arrives.

Check the decision information
Review room descriptions, occupancy, bed
arrangements, location, facilities and access
information. Distinguish a room category from a
guaranteed feature and identify which requests
require confirmation.

Check that availability, rates, mandatory charges
and cancellation conditions are understandable
before commitment. Have the responsible
commercial owner verify the terms for the
relevant channel and market. Avoid relying on
fine print to repair a misleading primary message.

Prepare the guest for arrival
Review directions, arrival times, access
instructions, required documents and contact
routes. Send information at a useful point and
suppress outdated messages after a reservation
change.

For late or unattended arrival, check how the
guest gains access and obtains help if the normal
route fails. Verify that sensitive access details are
delivered through the approved process and do
not remain usable beyond their intended period.

Trace the reservation into
operations
Confirm dates, number of guests, room type, rate
conditions and payment state across the booking
channel and property record. Follow
amendments and cancellations as carefully as
new reservations.

Make special requests visible to the team that
can act, and show whether the request has been
accepted. A note attached to a reservation is not
the same as a confirmed arrangement.

Inspect the front-desk handoff
Observe how staff locate the reservation, confirm
the agreed details and explain any deposit or
payment step. Check that the guest does not
need to repeat information already available
through an appropriate record.

Trace room readiness, key or access provision
and the handling of a mismatch. If the room or
arrangement is unavailable, name who can
decide the response and how the guest receives
a clear update.
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Guest journey mapping

03 / DELIVERING THE STAY

Service requests, departure and
follow-up
Service continuity depends on a request retaining its context and owner until the
guest’s need is resolved.

Follow a request across teams
Trace a service request from reception, phone or
digital channel to the team completing it. Record
the request, location, relevant context, owner and
expected response. Limit access to information
necessary for the work.

Check how the receiving team acknowledges the
task and how completion returns to the
guest-facing team. A forwarded message should
not be mistaken for accepted ownership or
completed service.

Make checkout and billing clear
Compare the final bill with the reservation,
approved changes and recorded services.
Explain charges in recognisable terms and
provide a route to correct a disputed item.

Confirm payment, receipt delivery, deposit
release or other outstanding financial steps
through their authoritative records. Distinguish an
action initiated from a completed outcome and
make the responsible contact clear after
departure.

Review exceptions and shift
changes
Examine unresolved requests at shift handover,
an unavailable service, a maintenance issue and
a complaint requiring management authority.
Confirm that the next shift can see the status and
decision already made.

Give delays an update route and define who can
provide an alternative or approve a remedy.
Record the actual result; closing an internal ticket
does not establish that the guest received the
promised outcome.

Use post-stay contact
appropriately
Send feedback requests after the relevant
service has completed and adapt them when a
complaint remains unresolved. Route feedback
into a property-owned review rather than
collecting it without a decision process.

Apply communication preferences and the
business’s approved messaging rules to loyalty
and promotional contact. Retain enough context
to recognise a returning guest’s agreed
preferences without keeping unnecessary
sensitive notes.
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Guest journey mapping

04 / IMPROVEMENT

Findings, priorities and service measures
A useful map ends in a specific operating change and a way to check whether the
guest’s experience improved.

Write the finding at the failed
handoff
State the stage, observed condition, guest
consequence and evidence identifiers.
Distinguish the observation from a suspected
cause. “The request was not acknowledged by
housekeeping” is more actionable than “improve
communication”.

Identify the sender, receiving owner, required
information and missing acknowledgement. This
makes it possible to decide whether the change
belongs in the interface, process, staffing,
system integration or several of them together.

Define a reproducible measure
Choose an outcome such as request completion
time, repeat contact, unresolved issues at shift
change, billing correction or successful arrival.
Define the eligible stays, start and end event and
observation period.

Pair a speed or volume measure with a quality
check. Faster closure should not increase
reopened requests; fewer complaints should not
come from making the contact route difficult to
find.

Prioritise the consequence
Address exposure of personal information,
unsafe access arrangements, incorrect charges
and inaccessible essential tasks through the
appropriate management route. For remaining
findings, consider recurrence, guest effort and
the operating dependency required for
correction.

Do not let easy cosmetic changes displace a
consequential unowned handoff. Where
evidence is incomplete, assign a focused
observation or record review before committing
to a solution.

Verify with the operating team
Agree the owner, dependency and completion
evidence for each change. Update guest-facing
information and internal instructions together so
the new promise is supported by the service.

Walk the changed journey after release, including
a failure or handover path. Review the evidence
with the team responsible for delivery and update
the map to reflect the current service.
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Guest journey mapping

05 / WORKING CANVAS

Guest journey map
Map one stay type and channel. Use evidence identifiers, named operating roles and observable completion events. Adapt the stage boundaries if the service follows a different sequence.

Discovery
Guest task and promise

Owner, handoff and
completion evidence

Observed friction and
recovery route

Booking
Guest task and promise

Owner, handoff and
completion evidence

Observed friction and
recovery route

Pre-arrival
Guest task and promise

Owner, handoff and
completion evidence

Observed friction and
recovery route

Stay
Guest task and promise

Owner, handoff and
completion evidence

Observed friction and
recovery route

Departure
Guest task and promise

Owner, handoff and
completion evidence

Observed friction and
recovery route

Post-stay
Guest task and promise

Owner, handoff and
completion evidence

Observed friction and
recovery route
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Guest journey mapping

06 / DECISION

Guest journey improvement record
Use one record for an evidenced finding. Keep guest-identifiable material in its approved system and
link through controlled identifiers.

Property, stay type and channel Review owner and period

Finding, stage and evidence identifiers

Guest consequence and failed handoff

Agreed change, owner and dependency

Completion evidence and measure Acceptance owner and review date

Verify the changed guest message and the receiving team’s operating process together.
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