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Luxury Is Not a Department: It Is Execution

My example, with the humblest task there is: handing over a room key. Ordinary version: the card is encoded

and slid across the desk, “room 214.” It does the job. Nobody remembers it.

Luxury-layer version, same time and same cost: the card is handed over in person — not slid — looking

them in the eye, with directions included (“second floor, to the right as you come out of the elevator; you’re

going to like it: it’s one of the quiet ones”) and a close that uses their name. In the preparation, thirty seconds

earlier: checking that the room you’re about to promise is truly ready. In the gesture, the hand and the eyes.

In the close, the host.

Notice what changed: nothing material. The intention changed — it stopped being a procedure performed for

a line and became a moment performed for a person. That is the layer. And it can be put on top of any task,

in any job, in any hotel in the world. Yours included.


