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VIPs, Repeat Guests and Occasions: The Hotel’s Memory

My arrival for that guest: a room in a quiet area assigned in advance — without him asking, because he

already asked once and once is enough. In the greeting, his history: “Welcome back; I’ve prepared a quiet

room for you, like the one on your last visit.” Eight words that say “we remember you.”

And the other two details working in silence: I let the breakfast team know he’s an early riser — his usual

table ready first thing, his coffee coming out with no wait — and no pushing him to socialize: he travels alone

for a reason, and lesson 19 will teach you that the bubble is respected.

Notice the pattern: three humble details, zero euros, and that guest has just decided where he’ll stay for the

next ten years. Loyalty isn’t crafted by the points program: it’s crafted by memory put into practice.


