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Information Worth Gold and the Art of Saying No

My reply: “I completely understand — with a night flight, those hours drag on forever. Today the hotel is full

and your room is committed to an arrival, so I can’t give you 4:00 p.m. What I can do right now: I’ll look after

your luggage, I’ll put you down to use the spa showers before you leave, and the terrace is yours until you

go. Shall I book the taxi for you as well?”

Anatomy: first, the wish acknowledged with a real detail (not a plastic “I understand”). Then the limit with its

true reason — “your room is committed” is information; “it’s the policy” is a wall. And the alternative isn’t one:

it’s three small, concrete, immediate ones, finished off with a question that moves the conversation forward.

The mistake I read most often in this exercise: apologizing three times. You haven’t done anything wrong.

The positive no isn’t apologized for: it’s accompanied.


