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Abstract

This paper delves into the core principles of Experience Science and its pivotal role in
refining and enhancing tourism and hospitality, particularly within the African context.
At its heart, experience science prioritizes the user, crafting experiences that resonate
deeply on a personal level through emotional engagement and multi-sensory
interactions. Data analytics, behavioral insights, and emerging technologies like VR, AR,
and Al play a crucial role in creating tailored, immersive experiences.

Focusing on the application within African tourism and hospitality, the paper reviews
classical development vs. Possible ‘Experience Science’ tools. It suggests how integrating
experience science can address the unique challenges and opportunities of the African
continent. It highlights the necessity of infrastructure development, marketing,
sustainability, and capacity building while emphasizing the transformative potential of a
holistic, experience-driven approach.

In discussing the work of Chen et al. (2024), the paper explores the dynamic interplay
between consumer demands, the sensory dimension of tourism, and the
multidisciplinary nature of experience science. It argues for the significance of
personalization, emotional connection, and interactive technologies in developing a
competitive and sustainable tourism and hospitality sector in Africa.

The conclusion underscores the limitations of traditional development approaches and
posits experience science as a vibrant pathway to enriching Africa's tourism and
hospitality landscape. By fostering memorable and meaningful experiences, it envisions
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a future where tourism not only contributes to economic growth but also to the cultural
and environmental stewardship of the continent.

Keywords: Experience Science, Tourism, Hospitality, African Development

1.0 Introduction

The term "Optimal experience," as defined by Mihaly Csikszentmihalyi in 1990,
encapsulates those precious moments of deep enjoyment and exhilaration that leave a
lasting imprint on our lives. Unlike the passive relaxation many associate with leisure,
these experiences are characterized by a profound engagement and satisfaction that
contribute significantly to our personal development.

"Experience Science" emerges as an interdisciplinary field that intersects psychology,
sociology, design thinking, business, and technology, aiming to dissect and enhance the
ways in which individuals engage with products, services, and environments. It's a
systematic exploration of the emotional, cognitive, and sensory aspects of human
interactions, striving to amplify satisfaction, engagement, and overall value. This field is
not only about meeting needs but also about inspiring and delighting users, aiming for
an impactful, holistic human experience.

In practical terms, experience science is leveraged across various domains to augment
user satisfaction and engagement. It's about enriching the customer journey at every
touchpoint, creating products that are not just functional but emotionally appealing,
and crafting services that are memorable and personalized. From the immersive worlds
of tourism and hospitality to the nuanced fields of healthcare and education, experience
science seeks to elevate the standard of interaction and satisfaction.

2.0 Literature Review

2.1 Brief on Experience Science

“Optimal experience” as described by Mihaly Cziksentmihalyi (1990) is the occasions
where we feel a sense of exhilaration, a deep sense of enjoyment, which we cherish for
long and that becomes a landmark in our lives. These moments are often not passive,
receptive relaxing times.

"Experience Science" refers to the interdisciplinary approach that combines insights
from psychology, sociology, design thinking, business, and technology to understand,
create, and evaluate experiences. It aims to systematically study how people interact
with products, services, environments, and each other, focusing on the emotional,
cognitive, and sensory aspects of these interactions. The goal is to enhance satisfaction,
engagement, and value for individuals, often leading to improved loyalty and advocacy
for businesses.

Experience science is also about understanding and designing for the whole human
experience, taking into account all the factors that contribute to how people perceive,
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interact with, and remember their experiences. It's a holistic approach that seeks not
just to satisfy users but to delight and inspire them.

Experience science is applied in a variety of fields to optimize user satisfaction and
engagement. For example, it focuses on enhancing the customer journey across all
touchpoints with a brand, from online interactions to physical retail experiences.
Creating products that are not only functional but also delightful to use, appealing to the
emotional and aesthetic preferences of users.

In tourism and hospitality, the experience science help in designing immersive,
personalized travel and hospitality experiences that cater to the unique interests and
preferences of travellers. While in healthcare it focuses on improving patient
experiences by making healthcare environments more comforting and user-friendly and
by personalizing patient care. Crafting educational experiences are also part of this
science, where engaging, interactive, and tailored experience, to the styles of learning
and the interests of students.

2.2 Elements of Experience Science

At its core, experience science prioritizes the needs, desires, and limitations of the end-
users. It involves empathetic and detailed understanding of the target audience to tailor
experiences that resonate on a personal level. It is a science that these interactions
examine how emotional responses, whether anticipation, can be invoked through
deliberate design choices in products, services, or experiences. Emotional engagement is
crucial for memorable experiences and lasting relationships between consumers and
brands.

Through engaging multiple senses (sight, sound, touch, taste, and smell) in an
experience we can enhance perception, enjoyment, and recall. It's about creating a more
immersive experience that would satisfy users and leverage data analytics and
technology. This requires customizing experiences to meet individual preferences,
enhancing relevance, and deepening the connection between the consumer and the
experience or brand. Acevedo-Duque et al. (2020)

Through applying findings from behavioral economics and psychology, this science
analyzes how people make decisions and how various factors such as social proof,
scarcity, and framing can influence those decisions to create innovative experiences that
are interactive, immersive, and adaptable to individual users.

2.3 Classical Development Tools required for African Tourism and
Hospitality Development

Developing tourism and hospitality in Africa have been investigated by many
researchers and experts over the last two decades due to the potential of the continent to
be the new world-wide prominent destination leader. Many proposed -classical
development approaches were suggested. These include infrastructure development,
marketing and promotion, sustainability, capacity building, and policy and regulatory
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frameworks. Let's delve into these areas to understand what's needed for the growth of
Africa's tourism and hospitality sector.

Requirement as improving air, road, and rail connectivity within and to the continent is
still crucial. This includes upgrading airports, roads, and railway networks to facilitate
easier and more comfortable travel. The other requirement is expanding the range and
quality of accommodations to cater to diverse tourist preferences, from luxury hotels to
eco-lodges and budget hostels. Besides, ensuring reliable access to essential services
such as water, electricity, and internet across tourist destinations.

On marketing and promotion Africa need to still to go further to developing a strong,
positive image of the continent’s diverse destinations through branding and marketing
campaigns that highlight the continent's unique attractions, cultures, and experiences.
This could be better achieved through leveraging online platforms, social media, and
digital marketing to reach a global audience. Creating compelling content that
showcases the beauty and diversity of African destinations.

On Sustainability Africa need to implementing practices that protect the environment,
preserve natural resources, and contribute to the conservation of wildlife and natural
habitats. Besides, the continent needs to ensure local communities benefit from tourism
through employment opportunities, community-based tourism projects, and by
promoting cultural heritage.

This requires focused capacity-building programs that develop the skills of the local
workforce in the tourism and hospitality sectors through education, training, and
mentorship programs. In parallel to all this the tourism and hospitality industry need to
establish and maintain high standards of service and hospitality to enhance visitor
experiences and satisfaction.

2.4 Applying Experience Science in Developing Tourism and Hospitality

The Handbook of Experience Science: Tourism, Hospitality, and Leisure edited by Chen
et al. (2024) is a comprehensive and insightful guide that explores the complexities of
providing optimal service experiences in these industries. These experts delve into the
theoretical foundations of experience studies and examine recent research ventures,
offering readers a thorough understanding of the evolving nature of experience science.

The paper reviews the specifically the experience science, with a particular focus on
tourism, and hospitality and its potential impact in Africa.

Chen et al. (2024) examined the challenges of meeting fast-developing consumer
demands and preferences. The handbook provides crucial new examinations of
experience creation, which will be perfect for countries that are developing research on
tourism and hospitality. It will additionally be incredibly useful for consumer
researchers looking to better understand the complex paradigm behind experience
creation. In addition to discussing the challenges faced in meeting consumer demands
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and preferences, the Handbook also emphasizes the importance of integrating space and
time dimensions into the concept of the tourist experience (Melian-Alzola et al., 2020).

The authors highlight the role of the five human senses in designing tourist experiences
and provide valuable insights into the practical implications of sensory experiences for
destination marketing and management. Furthermore, Chen et al. (2024) handbook
shows that a multidisciplinary approach improves the realisation of the sensory
dimension of tourist experiences.

2.5 How Experience Science can help in Developing Africa’s Tourism and
Hospitality

As tourism and hospitality have a variety of challenges and complexities involved in
order to bring or provide optimal service experiences, multidisciplinary inputs are
highly essential. Therefore, in the case of Africa, the diverse landscapes in the countries,
the cultures, and the depth of the traditions create captivating destination for tourists
and a richly rewarding environment for hospitality and leisure businesses. Senbeto et al.

(2023)

One of the most remarkable aspects of the work of Chen et al. (2024) could be their
exploration of Africa's diverse range of experiences, from wildlife safaris and eco-
tourism to luxury resorts and cultural heritage sites. These added value inputs can
capture the essence of these experiences, highlighting their role in shaping the
continent's tourism landscape and their impact on local communities and economies.
The handbook of Chen et al. (2024) takes a deep dive into the dynamics and evolving
field of hospitality in Africa, presenting a detailed overview of the region's hospitality
industry, including the challenges faced by local businesses, the latest innovations in
service delivery, and the role of technology in shaping the guest experience. Buheji
(2022b)

The African tourism and its related hospitality industry need to increasingly focus on
delivering experiences that are not just enjoyable but also memorable and unique. This
means that Africa needs to focus on shifting towards "experience science", which
underscores the importance of understanding what makes an experience truly stand out
for customers and how it can positively affect their perception and satisfaction of the
journey. Senbeto et al. (2023)

3.0 Discussion and Reflections on the Potential of Experience

Science for Africa Development

3.1 Reflections on Classical Development Approaches for Africa Tourism &
Hospitality

One of the main challenges for the classical development approaches for Africa tourism
and hospitality industry is that it requires creating policies that encourage investment in
the tourism sector, including tax incentives, investment in infrastructure, and
streamlined visa processes. African destinations need to ensure the safety and security
of tourists through effective law enforcement. This means Africa tourism and hospitality

5
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need to improve the emergency response mechanisms, and address the health concerns
of all the potential customers. These requirements are challenging in countries full of
corruption, instability, and low governance systems.

Incorporating digital technologies for reservations, virtual tours, and enhanced visitor
experiences need not only budget, but trust and this won’t happen in Africa easily with
the long history of political interruptions. Yes, developing innovative solutions to
challenges such as seasonality, sustainable resource management, and cultural
preservation is still possible with the new African thriving generations who believe in
the capacity of the continent and what it could offer.

3.2 Argument of Experience Science on Possible Tourism & Hospitality for
Countries in Africa

The argument of experience science is that tourism and hospitality are no longer just
about visiting a destination; they are about immersing oneself in the local culture,
history, and environment. Therefore, travellers in Africa are seeking authentic
experiences that allow them to live like locals, learn new skills, and explore in a way that
feels personal and meaningful. This could include cultural immersion tours, eco-tourism
adventures that promote environmental awareness, or culinary tours that offer deep
dives into local traditions such as tribal habitat or local food.

Africa needs to develop its hospitality industry by leveraging experience science that
focuses on personalization and emotional connections with guests. Hotels and resorts in
Africa must start using data analytics to tailor their offerings to individual preferences,
from room ambience (lighting, temperature) to personalized greetings and services. The
aim is to make guests feel valued and understood, turning a simple stay into a
memorable experience. Emotional connection is further enhanced through storytelling
elements, such as rooms themed around local history or culture, fostering a deeper
engagement with the destination.

Leisure experiences is also promising for Africa since it is a continent that is full of
virgin parks, low profile museums, or potential leisure centers. Africa can incorporate
interactive technologies in its main tourism and hospitality reality to enhance
engagement and create unforgettable experiences. Virtual reality (VR), augmented
reality (AR), and mixed reality (MR) are being used to transport visitors to different
worlds, offer interactive learning experiences, and add layers of enjoyment that go
beyond traditional leisure activities. These technologies also enable personalization,
allowing visitors to influence their journey and outcomes based on their choices and
actions.

Africa can differentiate its tourism and hospitality industry through growing emphasis
on sustainability and responsible tourism. Experience science is being used to educate
and engage tourists, guests, and visitors in practices that protect the environment,
support local communities, and promote cultural preservation. This could involve
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experiences that highlight conservation efforts, sustainable living practices, or the social
impact of tourism.

4.0 Conclusion and Recommendations

4.1 Validity of the Holistic Approach for the Development of Africa’s
Tourism and Hospitality

Developing tourism and hospitality in Africa requires a comprehensive approach that
addresses infrastructure, marketing, sustainability, education, and policy challenges is
still valid approach. However, the issue that this needs a top down and unified
agreements between the African countries keep it very challenging at least in the seen
future. This is due to the fact that this approach needs focused collaborative efforts
between African governments, the private sector, local communities, and international
partners.

Thus, the weakness of the classical approach is that it requires Africa to have full
governance systems so that it unlocks the full potential of its tourism and hospitality
industry, contributing significantly to economic growth and development.

4.2 How ‘Experience Science’ Offers New Possibilities for African
Continent’s Tourism and Hospitality?

As Africa tourism and hospitality industries continue to evolve, the role of experience
science will likely become even more central. Deeper insights into customer psychology
and a growing emphasis on sustainability and inclusivity will drive the creation of
experiences that are not only enjoyable but also enriching and transformative. The
ultimate goal is to create a lasting positive impact on individuals and the communities
they visit, fostering a more connected and sustainable world through tourism and
hospitality.

Developing an engaging and memorable experience journey for tourists in Africa
involves creating a seamless and immersive travel experience from the planning phase
through to the post-trip. This process offers many different possibilities than the
classical top-down approach where governments must make many changes before the
outcomes of tourism and hospitality can be realised.

Experience science is another hope for Africa development as it requires only thoughtful
integration of specific process and in specific areas or communities in Africa. For
example, one could design a specific integration of cultural, natural, and recreational
resources in specific regions of the African continent where the tourists could not only
enjoy their stay but also gain a deeper understanding and appreciation of Africa's
diverse landscapes and cultures.

Bottom-up customisation of tourists means we can emphasise using digital media,
including social media platforms, travel blogs, and official tourism websites, to inspire
potential tourists with captivating content about destinations, experiences, and stories
from previous visitors. To build up proper experience, African tourist planners must
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provide comprehensive information about travel requirements, health advisories, and
local customs to prepare travellers.

The African tour and hospitality service operators could offer easy-to-use online booking
tools for flights, accommodations, and experiences. Include customizable itinerary
options that allow tourists to tailor their trip according to their interests, whether it's
wildlife safaris, cultural tours, adventure sports, or beach holidays. This requires
engaging tourists with pre-trip communications, such as newsletters, highlighting
upcoming cultural events, seasonal attractions, and must-see destinations. This builds
anticipation and helps travellers feel prepared and excited about their journey.

Applying the experience science approaches means that warm welcoming techniques
must be developed so that friendly welcoming at points of entry would be an
emphasised culture. This could be achieved from bottom up through offering welcome
packages that include local SIM cards, maps, guidebooks, and small gifts representing
local culture which overcome the other bureaucratic uncontrollable hurdles.

4.3 Benefit from the Work of Chen et al. (2024) on Developing Experience-
Science-based Programs for Africa Tourism and Hospitality

Curate immersive experiences allow tourists to connect with the destination deeply. This
could include guided tours by local experts, interactive cultural workshops (like cooking
classes or artisan crafts), wildlife conservation activities, or community visits. If this
service is maintained with high standards in relevance to the way accommodations,
dining, and transportation are arranged the experience would be described to reach a
level of intimacy. Then, the tour and the hospitality operators only need to ensure that
the facilities are clean, safe, and reflect local styles and sustainability practices.

Chen et al. also emphasised the importance of responsive support that could be
provided to tourists so that it would ease their journey of experience. This might include
access to support services, including 24/7 contact centers, mobile apps for service
requests, and tourist information centers staffed with practice-knowledgeable
personnel.

The post-experience phase is also part of the total experience. Tourists must be
encouraged to share their experiences through feedback forms, social media, and review
platforms. Follow up with personalized thank you messages and invitations to share
their stories. Tour and hospitality operators need to work on building loyal communities
by Inviting past visitors to join a community of Africa enthusiasts through social media
groups or mailing lists, offering updates about the destinations they visited and
information about upcoming events or return visit incentives.

The other approach that tour operators could follow is that they could share stories and
reports about how tourism is positively impacting local communities and conservation
efforts. Highlighting these impacts can reinforce the value of their visit and encourage
responsible travel practices. This should be a cross-cutting theme where sustainable
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practices could be integrated throughout the experience journey, from promoting eco-
friendly accommodations to supporting local economies and conservation efforts. In the
meanwhile, the tour and hospitality operators should prioritize the safety and security of
tourists through clear communication of safety tips, health care services, and emergency
contact numbers.

Developing the tourist experience journey in Africa with these elements in mind can
significantly enhance visitor satisfaction, create lasting memories, and encourage repeat

visits.

It’s about crafting stories that travellers can live, share, and remember, thereby

contributing to the sustainable growth of tourism on the continent.
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