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The Breakdown With the Guest Watching

What I say, in the room: “I’m going to be honest with you: I don’t have the part it needs today — it comes in

first thing tomorrow and it’ll be sorted. In the meantime, I’m not leaving you like this: I’ll bring a fan up right

now and let the front desk know so they can find you the best solution for tonight. They’ll confirm within ten

minutes.” Truth, plan, immediate relief and a next step with a deadline. Not one technical excuse, not one

“this happens a lot.”

What the hotel sets in motion, and this is the half the technician can’t skip: the Front Office is notified in

person or through the channel, with the complete case — room, breakdown, stopgap in place, the real time

the part arrives. The Front Office decides with that information: a room change if a vacancy opens up, a

proportionate gesture of compensation, and the two-hour call (lesson 17) to verify that the night was a

decent one.

The mistake that ruins all of this: closing your technical part and leaving the guest as the messenger of their

own breakdown (“tell them at the front desk”). The hotel closes the chain, never the guest. The technician

who hands the Front Office a closed case has just done work of a higher grade — and we general managers

take note of those names.


