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Abstract
The purpose of this study is to identify hospitality meanings among hotels employees and guests and its consequences on guests’ intention. A qualitative approach using in-depth interviews was used for data collection. The study findings reveal that hospitality definitions range from state of mind to service management oriented. Also, hospitality conception seems to have a pentagonal structure revolving around personalization, comfort, relationship guest/host, hospitableness and warm welcoming dimensions. Besides, Mediterranean culture, satisfying and understanding guests’ needs appear to influence hospitality perceptions. Cultural sensitivity is a critical skill that may help hospitality providers in coping with guests’ cultural differences. Finally, hospitality perceptions may foster behavioral and affective loyalty.
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Summary:

The conception of hospitality seems to have a pentagonal form around personalization, comfort, relationship guest/host, hospitableness and warm welcoming dimensions. According to the study, warm welcoming seems to be an important dimension of hospitality. Studies also indicate that symbols of gratitude, such as drinks and presents, are viewed as a means of creating surprise and excitement in hotel hospitality. Additionally, building up long-term relationship especially with loyal guests and trying to stay in touch with them via letters, emails or Facebook is an effective way to increase guest loyalty.

Remembering names of the guests appears as a personalized treatment and guests seem to highly appreciate such personalized care. Being able to remember the names, nationalities and personal information of guests makes them feel valued and important, and creates a good customer experience.

According to study, hotel employees should be highly hospitable and use emotional intelligence when delivering services to better understand guests and to cater their needs. The employee hospitable attitude and behavior is identified as the major dimension of hospitableness. Such a hospitable attitude and behavior is deeply rooted in the Tunisian culture but also shaped by an increasingly awareness of guests cultures and by shared norms and values. In this regard, the results revealed that hospitality in the Tunisian context is embedded in the Mediterranean culture and especially in the North African one which receives guests by generosity and warm welcoming.

Conclusion
The main objective of this study is to identify hospitality meanings among hotels employees and guests. Also, it aims to identify its subsequent consequences on guests’ intentions and behavior. The study offers better insights into the divergences and similarities in hospitality representations among two major actors of the hospitality sector.
Consistent with this objective a qualitative study approach was conducted. Thirty four hotels employees having different professional positions and twenty three guests from different categories of age were interviewed.
Findings with regard to our objectives were very insightful. Indeed, our results allowed classifying hospitality definitions into two classes: philosophy or state of mind oriented definition and service management oriented.
Also, the hospitality in the hotel sector may be explained using a five dimension structure namely personalization, comfort, relationship guest/ host, hospitableness, and warm welcoming.
From a theoretical perspective, this study contributes to the existing literature by offering new insights into hospitality conception by taking into account two major actors of the hospitality industry namely hotels employees and tourists. To the best of our knowledge, previous studies have examined hospitality issue either from the guest’s perspective or the employee’s perspective, but rarely from both.
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