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Abstract

The traditional goal of satisfaction has yet to work to ensure customer
loyalty, and moving toward customer delight is essential for hotels.
This research aims to design and validate the customer delight model
in the hotel industry using mixed-methods research. At first, semi-
structured interviews were conducted with 30 specialists using
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grounded theory and theoretical and purposive sampling methods.
Three coding steps identified 98 concepts and 25 main categories
presented as a paradigm model. The research hypotheses were tested
using the structural equation modeling method. The findings of the
quantitative section showed that the category of perceived value of
service is the causal factor and the cause of customer delight, and this
category will influence the consequences of delight (customer's
positive behavioral intentions and improvement of hotel performance)
through the optimization of the customer experience management
process. Meanwhile, in order to successfully implement delight
strategies, it is necessary to pay attention to the availability of cultural
platforms (organizational culture, management's commitment to
customer delight, and Customer engagement) and obstacles to delight
(increasing customer expectations, increasing the costs of delight, and
reducing the effectiveness of delighting actions).

Keywords: Customer Delight, Customer Experience Management,
Grounded Theory, Hotel Industry

Introduction

Despite the strong evidence of the positive effects of customer
satisfaction on behavioral intentions, researchers found that satisfied
customers may switch brands because customers tend to be indifferent
and have no particular preference or commitment to service providers
(Robinson, 2012). Unfortunately, research over the past three decades
examining the relationship between satisfaction and outcomes such as
loyalty has caused some confusion, as satisfaction is only sometimes
a key driver. Therefore, experts responded to this dilemma to achieve
something beyond satisfaction and in the name of customer delight
(Guidice et al., 2020). However, researchers have differing views on
the conceptualization of customer delight and presented three
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approaches (attitudinal, affective, and motivational) to examine the
customer delight process, resulting in different definitions of delight.
The second main discussion on delight concerns the importance of
surprising customers. Some researchers have stated that surprise is
necessary for delight (Crotts & Magnini, 2011). However, some other
researchers have claimed that surprise is only sometimes necessary to
stimulate customer delight (Ma et al., 2013). The third discussion on
customer delight has appeared in the consequences of customer
delight. In this regard, it has been argued that delight leads to customer
loyalty (Fraering & Minor, 2013). On the other hand, some others
consider satisfaction sufficient to create loyalty, and although delight
is an essential factor, they state that it is not necessary to create loyal
customers (Bowden & Dagger, 2011). Despite the emergence of the
concept of customer delight in the past 20 years, different concepts
and definitions of this phenomenon have been created; also, during the
review of quantitative research, it has been determined that there is no
general agreement on the measurement tool of customer delight.

Research Questions

1. What is the model of customer delight in Iran's hotel industry?
2. How do the quantitative results generalize the qualitative findings
about the customer delight process in the Iranian hotel industry?

Literature Review

Customer delight is the highest state of involvement experienced by
guests; this state shows the highest state of emotional and thrill arousal
towards customer delight. Delighted customers have had a wonderful
experience at the hotel, making it memorable for them (Torres &
Kline, 2013). Customer delight is critical in the Hotel industry, as
evidence shows that hotels that delight their customers are often more
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successful. Customers are more careful about purchasing as the
service industry becomes more competitive. Understanding the
motivations of consumer behavior is necessary to manage consumer
relations accurately; in a competitive environment, companies need to
maintain a specific type of relationship with consumers to ensure
positive results (Barnes et al., 2010). The review and analysis of the
research done on delight shows that the main focus of these researches
is identifying the structural antecedents of customer delight and
adopting attitudinal, motivational, and affective approaches to
customer delight, resulting in different definitions of delight.
Therefore, different measurement tools have been proposed to
measure customer delight. On the other hand, various types of
research have been conducted to determine the consequences of
customer delight, which has presented several consequences. Also,
internal research has yet to be conducted on customer delight in the
country's hotel industry, and the use of this concept in the domestic
marketing literature has been neglected.

Methodology

The current research uses mixed methods (qualitative and
quantitative), using the exploratory approach and Compilation-
Classification Model. The systematic approach of grounded theory has
been used in the first stage. This method emphasizes data analysis
steps, including open, Axial, and selective coding (Creswell, 2005).
At this stage, qualitative data obtained from semi-structured
interviews were conducted with 30 experts (university professors
related to the research topic, managers, and experts in the hotel
industry) and hotel customers. Moreover, from the 26th interview
onwards, repetition in the received information was observed, and
theoretical saturation was achieved. The statistical population in the



235 | Sohrabi, et al. | Designing and Validating a Model of ....

quantitative part of the research includes all managers, experts, and
customers of three, four, and five-star hotels in Isfahan City.

Results

Based on the qualitative part of the research, 25 main categories were
classified from the appropriate combination of 98 concepts in the open
coding stage. In the Axial coding stage, the research paradigm model
was drawn. Based on the conceptual model, the research hypotheses
were developed and tested in the selective coding stage using the
structural equation modeling method and Smart PLS software.
Considering the significance of all paths, at the confidence level
(95%), all hypotheses of the research model were confirmed.

Discussion and Conclusion

The findings of the research show that the factor that causes the
creation and development of the phenomenon of customer delight in
the hotel industry of Isfahan City is the perceived value of the service
by the customer. Research findings showed that optimizing the
customer experience management process in the hotel industry affects
the consequences of customer delight. Providing a cultural platform
in the hotel industry, in the form of three components of organizational
culture, management’s commitment to customer delight, and customer
engagement, has a positive effect on optimizing the customer
experience management process in the hotel industry. The core
phenomenon of customer delight has a positive and significant effect
on optimizing the customer experience management process in the
hotel industry. Finally, the barriers to customer delight consist of
increasing expectations, increasing the costs of delight, and reducing
the effectiveness of delighting actions, which negatively and
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significantly impact optimizing the hotel industry’s customer
experience management process.
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