Response to the Editor and Reviewers
The authors would like to express their deepest and most sincere appreciation to the Editor for the time, effort, and thoughtful guidance devoted to the evaluation of our manuscript throughout the review process. We are truly grateful for the opportunity to revise our work and to enhance its quality in light of the valuable feedback received. We also extend our profound thanks to both reviewers for their careful, thorough, and professional assessment of the manuscript. We highly appreciate their insightful, constructive, and encouraging comments, as well as their positive evaluations of the study’s structure, methodological rigor, theoretical contribution, and clarity of presentation. Their suggestions have been instrumental in strengthening the manuscript and improving its overall scholarly quality.
In the revised manuscript, we have carefully addressed all comments from the reviewers. For transparency and ease of review, all revisions have been clearly highlighted in red font, and the specific locations of each change are indicated by section and page. Below, we provide a detailed, point-by-point response to each reviewer’s comment, explaining how and where the manuscript has been revised accordingly.
Responses to Reviewer 1
Comment 1: Some content could be clarified further. For example, the section on the three mechanisms (effects, indirect effects, and moderating effects) should be divided into three separate paragraphs rather than combined.
Response:
We thank the Reviewer for this helpful suggestion. In response, we have revised the relevant section by separating the discussion of direct effects, indirect effects, and moderating effects into three distinct paragraphs, with slight revisions to the opening sentences to improve clarity and readability.
Revision location: Section 1. INTRODUCTION, page 3. The revised paragraph is shown below:
	“…Prior studies suggest that customer experience may influence revisit intention through three key mechanisms: direct effects, indirect effects, and moderating effects. Concerning direct effects, numerous studies have confirmed a positive relationship between customer experience and revisit intention. For example, Saribaş and Demir demonstrated that sensory experience positively affects tourists’ revisit intentions in five-star hotels in Izmir, Turkey.9 Similarly, Dhewi et al. found that customer experience positively influences revisit intention in heritage hotels,10 while Amoako et al. reported comparable findings in the hotel industry in Ghana.11
With respect to indirect effects, several scholars have emphasized the mediating roles of satisfaction, trust, or emotions in the relationship between customer experience and revisit intention. Specifically, Hossain et al. tested a multidimensional model of domestic tourists’ dining and lodging experiences and found that satisfaction and trust mediate the relationship between customer experience and revisit intention.12 Similarly, Nazarian et al. reported that customer experience indirectly affects revisit intention through emotions, satisfaction, electronic word of mouth (eWOM), and loyalty.13 Ugwuanyi et al. also confirmed that through satisfaction, customer experience contributes to enhancing tourists’ revisit intention.14 In Vietnam, Bùi Thị Quỳnh Trang’s study on the impact of customer experience on loyalty in the hotel sector also highlights the significant mediating role of satisfaction.15 
In addition to direct and indirect pathways, other studies have examined moderating mechanisms within the customer experience–revisit intention relationship. For instance, Kim et al. clarified the moderating roles of gender and lodging experience in the links among sensory experience, satisfaction, and hotel revisit intention.16…”
Comment 2: In Section 2.1.1, some studies that have applied the SOR theory should be added to strengthen the justification.
Response:
We thank the Reviewer for this constructive suggestion. In response, we have strengthened the theoretical justification in Section 2.1.1 by incorporating three additional studies that apply the SOR perspective to tourism and hospitality contexts (Refs. 20–22). These studies support the role of customer experience as a stimulus, satisfaction as an organismic response, and revisit intention as a behavioral outcome. The three newly added references are listed below for the Reviewer’s convenience.
20. D. T. Tran, K. T. Nguyen, D. V. Huynh, B. Stangl. Satisfaction with response: The impact on potential customers’ perceived service quality and intent to stay, Annals of Tourism Research Empirical Insights, 2025, 6(1), 100179.
21. Z. Tang, A. Jebbouri. Driving tourist revisit intentions to China’s heritage sites: An examination of government policies, perceived value, and technology through the lens of satisfaction and experience, Frontiers in Communication, 2025, 10, Article 1659776.
22. M. H. Shoukat, H. Ramkissoon. Customer delight, engagement, experience, value co-creation, place identity, and revisit intention: A new conceptual framework, Journal of Hospitality Marketing & Management, 2022, 31(6), 757–775.
[bookmark: _GoBack]Revision location: Section 2.1.1, page 4. The revised paragraph is shown below:
“…Based on the principles of environmental psychology, the Stimulus–Organism–Response (SOR) model proposed by Mehrabian and Russell is considered one of the most valuable theoretical frameworks for explaining consumer behavior.18 This model has been widely employed by scholars to elucidate how environmental factors or experiences influence individuals’ psychological states and behaviors, particularly in the context of tourism and hospitality.19,20
Building on this foundation, the present study applies the SOR model to examine the impact of multi-stage customer experience on revisit intention in the hotel industry through the mediating role of satisfaction. Specifically, customer experiences across three stages—pre-purchase, during consumption, and post-consumption—are treated as stimuli (S) that can elicit internal emotional and cognitive responses within customers (Organism – O), reflected in their level of satisfaction.21 Based on this, the response (R) is manifested through customers’ revisit intention following their experience.22…”
Comment 3: Review spelling and formatting errors (e.g., a line left blank).
Response:
We thank the Reviewer for this helpful comment. We have carefully reviewed the manuscript to correct any spelling and formatting errors. With regard to the seemingly blank lines, these are due to the journal’s required formatting style rather than typographical errors. Nevertheless, we have rechecked the manuscript thoroughly to ensure overall consistency and clarity.
Revision location: Throughout the manuscript.

Responses to Reviewer 2
Comment 1: From this research paper, you could develop more in terms of collecting larger sample numbers to confirm its relevance and increase validity. Even I think it's possible you could propose for a project in several levels and organizations from both public and private sectors. 
Response:
We sincerely thank the Reviewer for this valuable and constructive suggestion. We fully acknowledge the importance of expanding the sample size to further enhance the generalizability and validity of future findings, as well as the potential to extend this line of research to multi-level projects involving both public and private sector organizations. While these suggestions are beyond the scope of the current study, they provide meaningful directions that we will carefully consider and pursue in our future research endeavors.
Comment 2: Minor stylistic refinements could improve conciseness. Some sentences are longer than necessary.
Response:
We thank the Reviewer for this helpful comment. In response, we have improved conciseness by revising several lengthy sentences into shorter and clearer ones. The specific revisions are detailed below:
Original sentence 1:
The stay experience captures customers’ direct perceptions during their use of hotel services, encompassing facility quality, amenities, physical environment, service quality, and supplementary elements such as dining, entertainment, technology, or cultural and local value.
Revised sentences 1:
The stay experience captures customers’ direct perceptions during their use of hotel services. It encompasses facility quality, amenities, the physical environment, service quality, and supplementary elements such as dining, entertainment, technology, or cultural and local value.
Revision location: Section 2.1.2. Customer experience, page 5.
Original sentence 2:
Analyzing these three stages clarifies how each dimension of customer experience influences satisfaction and revisit intention in the hotel industry, thereby highlighting the multidimensional nature and interrelatedness of experience within the service context.
Revised sentences 2:
Analyzing these three stages clarifies how each dimension of customer experience influences satisfaction and revisit intention in the hotel industry. It also highlights the multidimensional and interrelated nature of customer experience within the service context.
Revision location: Section 2.1.2. Customer experience, page 5.
Original sentence 3:
Identifying and understanding the factors influencing revisit intention enables hotels to enhance the quality of customer experience, increase satisfaction, and build sustainable relationships with customers, thereby contributing to the stable and long-term development of the local tourism industry.
Revised sentences 3:
Identifying and understanding the factors influencing revisit intention enables hotels to enhance the quality of customer experience and increase customer satisfaction. This also supports the development of sustainable relationships with customers, thereby contributing to the stable and long-term development of the local tourism industry.
Revision location: Section 2.1.4. Revisit intention, page 5.

Finally, we believe that these revisions have substantially improved the clarity, theoretical grounding, and overall quality of the manuscript. We sincerely hope that the revised version now meets the expectations of the Editor and both Reviewers.
Thank you once again for your valuable time and constructive feedback.
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