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Owning the Relationship: Anticipate Before You Resolve

My three signs, the ones I look for in any hotel I run: the greeting that fades (the guest who was smiling on

Monday and walks past looking at the floor on Wednesday), the routine that breaks (the couple who came

back to the restaurant every night and stop coming) and the “Do Not Disturb” that lasts longer than usual.

None of them is a complaint. All three are a complaint incubating.

And the gesture: small, natural, no interrogation. A “Mr. Díaz, is everything to your liking? I’m really asking”

when you cross paths at a quiet moment — not in an ambush. If something is wrong, you’ve just earned the

chance to hear it before a review does. If everything is fine, you’ve just shown that the hotel pays attention.

The key almost nobody executes: these signs are caught as a team. The server sees the broken routine; the

room attendant, the sign left on the door too long; the front desk, the faded greeting. If they travel to the

briefing, the whole hotel anticipates. If each person keeps them, nobody does.


