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Abstract

Emotional pacing refers to the way hotels recognize, match, and gently influence guests’ emotional rhythm throughout the hotel
stay. Guests arrive with different emotional states, expectations, and levels of energy, suggesting that emotionally attuned
interactions may contribute to more supportive and meaningful guest experiences. This conceptual paper explores the psychol-
ogy of emotional pacing from a Mind Genomics perspective and presents four Al-assisted conceptual mindsets that illustrate
alternative ways guests may interpret emotional pacing across key service touchpoints, including arrival, check-in, communica-
tion, environmental cues, stressful situations, activity recommendations, and departure. Rather than representing empirically
derived guest segments, these mindsets are intended to stimulate discussion and provide alternative psychological perspectives
for understanding diverse guest expectations. Building upon these conceptual insights, the paper presents six strategic opportu-
nities illustrating how emotional pacing may be considered in staff training, service design, guest interactions, and emotionally
responsive hotel management. The paper further discusses the potential role of Al in supporting future approaches to emotional
pacing through conceptual exploration, personalized service design, staff training, and future research. Overall, the paper
proposes emotional pacing as a valuable psychological perspective for understanding hotel guest experiences and provides a

conceptual framework for future empirical investigation.

Keywords: Emotional pacing; Mind Genomics; Guest experience; Emotion regulation; Consumer psychology; Artificial in-
telligence.

Introduction Research on interpersonal synchrony suggests that

Every guest arrives with an emotional rhythm. Some arrive
rushed from travel, others drained from work, others excited
for an event, others anxious about logistics, and others
simply seeking rest. In hotel settings, emotional pacing may
be understood as recognizing, matching, and gently
influencing a guest’s emotional rhythm in ways that feel
attuned, supportive, and appropriate. Research in emotion
regulation suggests that emotions are dynamic processes
shaped by interactions between individuals and their
environments, and that contextual cues influence how
emotions are experienced and regulated [1].

coordinated behavioural and emotional rhythms promote
attunement and support the development of social
connection [2]. In hotels, emotional pacing may be expressed
through tone of voice, speed of service, environmental cues,
timing of interactions, and the subtle choreography of staff
behaviour. Hotel experiences are known to evoke emotional,
cognitive, and behavioural responses, while service quality,
environmental conditions, and interpersonal interactions
influence guests’ emotions, satisfaction, and subsequent
behavioural intentions [3,4].
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Guests differ in how they want their emotional pace handled.
Some want warmth and emotional resonance; others want
structure and predictability; others want personalization;
and others want autonomy and space. Recognizing these
individual differences may help hotels align their interactions
more effectively with guests’ emotional needs throughout
the stay.

Building on previous conceptual papers exploring different
psychological dimensions of hotel guest experiences,
including emotional safety signals and effortless moments
[5,6], the present paper explores the psychology of emotional
pacing, presents four mindsets, and identifies opportunities
for hotels to use emotional pacing as a strategic advantage.

Introducing the Topic and the Mindsets

Emotional pacing is interpreted differently by different types
of guests. Some guests want warmth, others want structure,
others want personalization, and others want autonomy.
These differences reflect deeper psychological needs,
including belonging, control, recognition, and independence.
The four mindsets presented here were developed with
the assistance of Al, drawing upon concepts from emotion
regulation, interpersonal synchrony, and hotel service
interactions. Each mindset interprets the same pacing cues
differently, leading to different expectations and behaviours.
Considering these mindsets may help hotels design
emotional pacing strategies that resonate with different

guest preferences and expectations.

The four mindsets presented here were developed as
conceptual illustrations with the assistance of Al, drawing
upon concepts from emotion regulation, interpersonal
synchrony, and hotel service interactions. They are intended
to stimulate discussion rather than represent empirically
derived or algorithmically validated guest segments. Each
mindset may interpret the same pacing cues differently,
potentially shaping expectations and responses. These
responses may also be influenced by a range of additional
factors, including individual circumstances, cultural
background, prior travel experiences, and situational
conditions.

Mindset Table Introduction

Table 1 presents eight issues relevant to emotional pacing
and illustrates how each of the four mindsets may interpret
them. Each cell contains three sentences describing how a
particular mindset may respond to or evaluate the issue.
Rather than representing fixed categories of guests, these
mindsets provide alternative perspectives for considering
how emotional pacing may be experienced throughout the
hotel stay. Collectively, the mindsets highlight the diversity
of expectations and interpretations that hotels may
encounter when seeking to create emotionally attuned guest
experiences.

Table 1: How Guests Interpret Emotional Pacing

match their emotional
tone. Too much energy
feels overwhelming.
Too little feels cold.

provide structure
regardless of mood.
Emotional matching
feels unnecessary.
They judge pacing by
predictability.

read their personal
rhythm. Generic pac-
ing feels indifferent.
They judge pacing by
attunement.

Issue Mindset A: Emotion- | MindsetB: Structure | Mindset C: Personal | MindsetD: Indepen-
al Harmonizers Seekers Rhythm Followers dence Pacers
1. Arrival Energy They want staff to They want staff to They want staff to They want staff to stay

out of their emotional
space. Matching feels
intrusive. They judge
pacing by autonomy.

2. Check In Tempo

They want a tempo
that reflects their
emotional state. Fast
when rushed, slow

They want a consis-
tent, efficient tempo.
Emotional variation
feels chaotic. They

They want a tempo
tailored to them.
One size fits all feels
careless. They judge

They want a self
paced check in. Staff
controlled tempo feels
restrictive. They judge

tional energy. Warm
when they are warm,
calm when they are
calm. Theyjudge tone
by resonance.

sional. Emotional tone
feels distracting. They
judge tone by clarity.

sonal rhythm. Generic
tone feels cold. They
judge tone by emo-
tional intelligence.

when tired. They judge pacing by order. | pacing by personal- pacing by freedom.
judge pacing by em- ization.
pathy.

3. Tone of Voice They want tone that They want tone that They want tone that They want tone that
mirrors their emo- is clear and profes- adapts to their per- isneutral and unob-

trusive. Emotional
tone feels invasive.
They judge tone by
restraint.
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4. Timing of Interac-
tions

They want inter-
actions timed with
emotional sensitivity.

They want interac-
tions at predictable
intervals. Variability

They want timing tai-
lored to their personal
flow. Generic timing

They want minimal
interactions. Frequent
timing feels intrusive.

Harsh cues disrupt
their rhythm. They
judge environments

biguity feels unsafe.
They judge environ-
ments by structure.

erences. Generic cues
feel empty. They judge
environments by

Early or late feels off. | feels stressful. They feels indifferent. They judge timing by
They judge timing by | judge timing by struc- | Theyjudge timingby | independence.
empathy. ture. attunement.
5. Environmental They want environ- They want environ- They want environ- They want environ-
Cues ments that support ments that support ments that reflect ments that allow
emotional harmony. order and clarity. Am- | their personal pref- selfregulation. Over

designed cues feel
controlling. They
judge environments

that calms them.
Cold responses feel

tions. Emotional talk
feels inefficient. They

way. Generic fixes feel
careless. They judge

by emotional tone. relevance. by freedom.
6. Handling of Stress | They wantemotional | They wantclearsteps | Theywantstresshan- | They want stress
support and pacing and predictable solu- | dledinapersonalized | handled with mini-

mal intrusion. Over
involvement feels

mendations

mendations that
match their emotional
energy. Mismatched
suggestions feel tone
deaf. They judge
recommendations by
resonance.

dations that follow a
logical structure. Emo-
tional framing feels
irrelevant. They judge
recommendations by
clarity.

dations tailored to
their personal rhythm.
Generic suggestions
feel indifferent. They
judge recommenda-
tions by personaliza-
tion.

threatening. They judge stress handling | stress handling by controlling. They
judge stress handling | by structure. attunement. judge stress handling
by warmth. by autonomy.

7. Activity Recom- They want recom- They wantrecommen- | They want recommen- | They want recommen-

dations only when
requested. Unsolic-
ited suggestions feel
intrusive. They judge
recommendations by
independence.

8. Departure Pacing

They want a gentle,
emotionally attuned
farewell. Abrupt
departures feel cold.
They judge pacing by
emotional closure.

They want a fast,
predictable departure.
Emotional farewells
feel unnecessary.
They judge pacing by
efficiency.

They want a personal-
ized farewell. Generic
goodbyes feel indiffer-
ent. They judge pacing
by recognition.

They want to leave
without interaction.
Farewells feel in-
trusive. They judge
pacing by autonomy.

Six Opportunities for Applying Emotional Pacing in Opportunity 2: Pacing-Responsive Check-In Systems

Hotels 1. Consider developing check-in processes that adapt to
The four mindsets presented in Table 1 illustrate that guests different guest energy levels.

may interpret the same emotional pacing cues in different 2. Explore the use of digital tools to identify guest pacing
ways. These conceptual perspectives suggest opportunities preferences where appropriate.

for hotels to better align emotional pacing with diverse guest 3. Offer guests multiple pacing options during the check-in
expectations. The following opportunities build upon these experience.

conceptual insights and illustrate how emotional pacingmay 4. Evaluate guest perceptions of pacing satisfaction to

be applied across different aspects of the hotel experience.
Each opportunity is presented through four illustrative
recommendations.

Opportunity 1: Emotional Pacing Training for Staff

1. Consider training staff to recognize guests’ emotional
cues more effectively.

2. Use scenario-based learning to strengthen emotional
pacing skills.

3. Encourage staff to match, guide, and gently shift
emotional tempo when appropriate.

4. Promote consistent emotional pacing practices across
staff and service shifts.

support continuous improvement.

Opportunity 3: Personalized Pacing Touchpoints

1.

Tailor emotional pacing cues for returning guests
whenever appropriate.

Use available guest information to personalize service
tempo responsibly.

Encourage staff to adapt tone and timing according to
individual guest preferences.

Evaluate the potential impact of personalized pacing
strategies on guest experiences.
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Opportunity 4: Autonomy-Respecting Pacing Systems

1. Consider developing systems that allow guests to control
the pace of selected service interactions.

2. Minimize unnecessary interruptions while respecting
guest autonomy.

3. Offer optional pacing preferences that guests may
choose according to their needs.

4. Evaluate guest perceptions of autonomy and pacing
throughout the stay.

Opportunity 5: Emotional Flow Audits

1. Consider reviewing emotional pacing across key guest
touchpoints.

2. Use mystery guest assessments to explore alignment
between intended and perceived pacing.

3. Evaluate how well hotel services support harmony,
structure, personalization, and autonomy.

4. Use these observations to inform future
development and service design.

staff

Opportunity 6: Predictive Pacing Management

1. Explore how guest information may help anticipate
emotional pacing needs.

2. Consider proactive responses to potential pacing
mismatches before they affect the guest experience.

3. Evaluate opportunities for technology to support routine
pacing adjustments where appropriate.

4. Prepare staff to respond effectively to emotionally
significant guest interactions.

Discussion

Emotional pacing provides a conceptual perspective for
understanding how guests may experience, interpret, and
respond to emotionally significant interactions throughout a
hotel stay. Rather than assuming that all guests prefer the
same communication style or service tempo, the present
paper proposes that guests may differ in how they interpret
emotional pacing across key service touchpoints, including
arrival, check-in, staff communication, environmental cues,
stressful situations, activity recommendations, and
departure. These conceptual differences highlight the
importance of recognizing emotional diversity within hotel
experiences.

The four mindsets presented in this paper illustrate
alternative ways in which guests may interpret emotional
pacing. Within this conceptual framework, Emotional
Harmonizers are characterized by a preference for
warmth and emotional resonance, Structure Seekers by
predictability and consistency, Personal Rhythm Followers by
individualized pacing that reflects their personal needs, and
Independence Pacers by autonomy and minimal intrusion.
These mindsets are not intended to represent fixed guest
categories but rather to provide conceptual perspectives for
understanding different psychological orientations that may
shape guest expectations and experiences.

The opportunities presented in this paper further illustrate
how principles of emotional pacing may be considered
across different aspects of hotel operations. Staff training,
pacing-responsive service systems, personalized guest
interactions, autonomy-supportive practices, emotional flow
audits, and thoughtful use of technology provide conceptual
directions for exploring emotionally responsive service
design. Rather than prescribing specific operational models,
these opportunities are intended to stimulate discussion and
encourage future exploration of emotionally attuned
approaches to hotel guest experiences.

Future research may build upon this conceptual framework
by examining emotional pacing in real hotel settings,
exploring cultural and demographic influences, and
evaluating how emotionally attuned pacing strategies may
relate to guest satisfaction, trust, loyalty, and overall hotel
experiences. Such work may help refine and extend the
concepts presented in this paper.

Conclusion

The present conceptual paper proposes emotional pacing as
an important psychological perspective for understanding
hotel guest experiences. It suggests that guests may differ
not only in what they expect from hotels but also in how they
prefer emotional interactions to unfold throughout their
stay. By presenting four conceptually developed mindsets,
the paper illustrates alternative ways in which guests may
interpret emotional pacing across multiple service
encounters.

Taken together, these conceptual perspectives suggest that
emotionally responsive pacing may contribute to more
personalized, supportive, and meaningful hotel experiences.
Rather than viewing emotional pacing as a single service
technique, hotels may benefit from considering it as a broader
psychological perspective that informs communication,
service design, and guest engagement. Future empirical
research is needed to examine, refine, and evaluate the
conceptual framework proposed in this paper across diverse
hotel settings and guest populations.

The Role of Al in This Paper

Al assisted the development of the four conceptual mindsets
by drawing upon concepts from emotion regulation,
interpersonal synchrony, and hotel service interactions. Al
may also support future approaches to emotional pacing by
exploring pacing preferences, identifying potential pacing
mismatches, simulating staff training scenarios, and
supporting emotionally responsive hotel service design. In
this paper, Al is presented as a tool for conceptual exploration
and for encouraging future research on emotionally attuned
hotel experiences.
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