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LESSON 0

Welcome to In Front of the Guest
Everything you have learned is about to change its nature:

now there is a person in front of you.

In five lines

This school exists because of a border no other school teaches: the one that separates knowing your trade

from practicing it in front of a person who complains, enjoys, waits or hesitates. At school you learned the

procedure; here you will learn where the magic happens and where it is lost. I am Daniel Roiz Baztán, a hotel

general manager, and I am going to tell you what I demand — and what I reward — when someone on my

team is in front of a guest. One micro-lesson at a time, an exercise to think through in each one, and my

reasoned answer right after it. Free, with no advertising and no commercial purpose. Just the craft.

How the school works

1. One lesson at a time, at your own pace. Each one is a micro-lesson you can study on the website or

download as a PDF to save, print or forward — and its answer comes right after it.

2. Every lesson ends with an exercise. You don’t send it to me: you think it through, and if you’re one of the

good ones, you write it down. Paper puts in order what the head takes for granted.

3. In the answer that follows, I tell you how I would solve it, reasoning the way a general manager reasons:

diagnosis, decision, communication. There is no textbook answer; there is judgment.

4. When you have completed all fifty-four lessons, download the compact study book as a single PDF —

every lesson and answer gathered in its sixteen modules — review it, and take the final exam that leads to

the Certificate of Achievement.

In front of the guest: this school’s code

Each departmental lesson will include this table adapted to its job. Today, the universal version — valid for any

uniform in the hotel:

DO DON’T NEVER

Look, greet and use the name.

Announce what you are about to

do. Do what you say, and give your

own name when you say goodbye.

Talk to colleagues about your own

affairs in front of the guest. Recite

technical jargon. Complain about

the hotel or the shift where you can

be heard.

Lie to a guest. Humiliate others or

let yourself be humiliated. Touch

what isn’t yours. Tell outside what

you saw inside.

The first rule, before all others

You will often work without all the resources you would like: product, spare parts, time, hands. This school will

not ask you for the impossible; it will teach you the right order of thinking when resources fall short. And that

order starts with a sentence we will repeat until it is yours: the standard is not negotiable; the means adapt.

With a limit we will also repeat: no means is ever adapted at the expense of safety, legality or anyone’s dignity.

A guest can forgive running out of something. They won’t forgive finding no one there.



THE GOLDEN RULE

“School taught you the procedure. The craft begins

when there is a person in front of you.”

This lesson’s exercise

Write in one sentence — just one — why you want to do this work. Keep it somewhere it won’t get lost: we will

come back to it in lesson 48, and you will know whether it is still true. In the answer that follows, I share what I

would answer.

Further reading: Hotel Operations, Volume II of the Hospitality Collection — Introduction.
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