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Follow-Up: The Two-Hour Call

My call: “Good afternoon, Mrs. Díaz, this is [name] from the front desk — we spoke this morning about the

hot water. I’m calling just to confirm that everything was sorted out and that all four of you were able to

shower without any problem. […] I’m so glad to hear that. And thank you for your patience this morning: that

was no way to start a vacation day. If you need anything, you know where to find me.” Forty seconds.

Anatomy: I introduce myself and link myself to the problem (the same face that heard it verifies the solution

— that’s what having an owner means); I ask about the result as they lived it, not the technical one (“all four

of you were able to shower” — it’s a family, the detail matters); I acknowledge the bad moment without

dramatizing it; and I leave the door open with my name.

What ISN’T there: no technical excuses, no “we hope you’ll give us a good rating,” no five survey questions.

Two human sentences. If the answer had been lukewarm — “well, now it comes out tepid” — the incident

would still be open, and I would have found out in time. That is verifying.


