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Hotel Security: Firmness With a Smile

My interception, word for word: I step forward to meet them naturally — not as a barrier, but as a host — and

then the secret weapon of the craft: the helpful greeting. “Good afternoon — can I help you? Are you heading

to the front desk, or can I point you somewhere?” Notice the move: I haven’t accused them of anything, I

haven’t asked them for anything, and yet they have already stopped, they are looking at me and they have to

say what they are there for. A friendly greeting is an access control that offends nobody.

The answer resolves 95% of cases: the real guest answers normally (“I’m going to my room, 320”) and you

send them off with a “have a good rest” — looked after, not policed; the legitimate visitor is accompanied to

the front desk (“they’ll announce you right away”); and the one who hesitates, dodges or speeds up has just

told you everything you needed to know — then, yes, a firm escort toward the front desk and a report

through the channel, without making a scene.

The rule that sums up the module: in a hotel, security that is noticed attacks the experience, and security that

doesn’t exist puts it at risk. The exact point is this: the honest guest feels a friendly hotel and the intruder

feels an impossible hotel — with the same sentence.


