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Defining hospitality is like defining love. It’s very hard and different for many people. 
If you ask this question to a lot of people you will have many different answers. So 
what does this mean? It means that hospitality is personal!  
 
You can look at hospitality in a private way and a professional way. A mom inviting 
her son’s friends for a birthday party or a hotel manager welcoming guests are both 
acts of hospitality but the feeling and the goal is completely different. 

WHAT IS HOSPITALITY?
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We like to think that hospitality is offering people a moment of time, a moment of com-
fort and sometimes luxury. In essence, a moment of time is becoming a luxury.  
 
In this hectic world of smartphones, catching the bus or answering 50 emails a day, we 
are all looking for some me-time. When you visit a place where true hospitality is of-
fered you feel rejuvenated. You feel you have the opportunity to recharge those batter-
ies.  
 
We have conducted a poll with over 5000 companies and have seen some staggering 
results. The most striking of all these results is that there is one element that keeps 
coming back in hospitality: the human factor. It seems people don’t really care that 
much if they are offered a wall with tablets to surf the web. They prefer a smile and a 
chat. Does that sound amazing? Not so much to us. Have a look at some of the ques-
tions we asked.
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How annoying is the absence of a receptionist to you?

Very annoying Annoying A bit annoying I don’t care



Hospitality is all 
about the human fac-
tor. Don’t prioritise 
hardware over the 
power of personal at-
tention. In short, a 
smile is much more 
valuable than a  
crystal bottle...
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You can have a look at all the results of the complete survey 
on our website at www.hospitalitytutors.com.

True story

When the iPad was launched there was a customer who 
ordered it straight away on the Apple website. Upon 
receiving the iPad at home, his wife saw the price tag and 
wasn’t very happy.

He returned the iPad to Apple and added a Post-it that read 
“wife said no”.

An Apple employee took this a bit further. Not only did they 
refund the iPad but they shipped it back to the customer 
with also a post-it that read: “Apple said yes”.

Again, the human factor is crucial.

http://www.hospitalitytutors.com
http://www.hospitalitytutors.com


These are not really secrets, secrets actually don’t exist. Do they? Mostly secrets are 
techniques put in the right order. Even more important, they might be things you al-
ready now but are not doing on a daily bases. 
 
So here they are, our 5 guidelines to enhance any hospitality moment.

THE 5 SECRETS
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“Hospitality is when someone feels at home  
in your presence”
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Here are the 5 secrets to providing hospitality in any situation:

1.You already know what they like

Isn’t it obvious what people will need when they visit you? If you’re operating a 
restaurant, you know your guests will need parking and when entertaining friends you 
know they will have a drink. What I’m getting at is that we can predict most of the 
things people will need over the course of a dinner or even just drinks.

So the real secret to this is: anticipation. Play the movie in your head, think 
about what your individual guests like. Do you know one of your guests is crazy about 
salmon? Why not surprise them and anticipate that?

Remembering little details about the people you’re hosting will blow them away. 
“How did you know?!?” is something we hear a lot when people are positively sur-
prised.

2.Details

In his book ‘What we can learn from the butler’, Vincent Vermeulen, talks about 
a technique called ‘separate and improve’. He talks about looking at all things sepa-
rately and improving them on every level. When you put everything back together 
again, the total picture just became much better.

So think about details. A little vase with flowers in the bathroom or a mint when 
presenting a bill to someone. It’s those little things that make it even more special.
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3. Making it work

Combining nice things is also a little secret to enhancing hospitality. When serv-
ing drinks, think about a little something to go with it. When escorting someone to the 
room, make sure you point out the bowl of fresh fruits. 

It’s just about making things work and adding that little extra at the right time. 

True story

A couple visited a hotel in the South of Spain. The gentleman had just recovered 
from a serious illness. His wife had booked the vacation to lift his spirits. 

They went to the pool everyday but the man didn’t seem to brighten up. One day 
the lady told the story of her husband to a staff member and the story went around the 
hotel. 

The staff decided to ask the lady for a list of her husband’s favorite music. The 
next day, they had organized a live band. It was there as if it was planned ahead and 
the man didn’t notice anything. When the band started to play the first song, he 
started looking around and tapping his feet. He looked amused. Song after song he be-
came more happy. At the end he was dancing with his wife next to the pool. His wife 
told the hotel staff “now, his healing is complete”.

You can imagine these people were over the moon because the staff added a little 
effort and made it work.
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4.Calculating

It’s not all romantic. Calculating is something that can really help you in plan-
ning a party, dinner or other feast.

Don’t get me wrong, I’m not talking about budgets and yield management (at 
least not yet). I’m talking about making sure you have enough of everything to accom-
modate your guests.

You should know a few things:

- a round table of 180 cm (about 71 inches) will seat 10 people, 8 is ideal

- a bottle of wine will give you 5 to 6 glasses

- a bottle of champagne will give you 6-7 glasses

- if your organizing a long dinner, make sure you have at least one liter of water 
per person.

- don’t overdo on the hors d’oeuvres, 3 is more than enough. People won’t eat 
anymore if they had too much.

- don’t forget the kids, calculate enough soda drinks

- try and foresee at least 10 to 20% extra on materials and/or food and drinks
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5. Smile

I know, it’s an old one, but it works! People like you better when you smile. Did 
you know you need more muscles to smile then to look sad? Maybe that’s the reason 
not a lot of people are smiling, it takes an effort!

When you’re smiling, you automatically becoming more happy. Try it! do it 
now... don’t wait, do it now! Am I right? :)

Smiling actually, is not enough. You have to be positive as well. When you think 
about it, there is always something to remark or to be negative about. And I will guar-
antee you it will serve you in hospitality, let me explain.

What is the main form of communicating with guests? Right, talking. Being posi-
tive will affect the way you talk. An example:

A customer calls the help desk and the operator needs to transfer his call:

The wrong way

“I will put you thru with my colleague”

This sentence is very short, doesn’t show any positive note and is not customer 
focused.

The right way

“That’s a very good questions, sir. I will transfer you to Philip, he is the right per-
son to help you with this question. Enjoy the rest of your day.”

The main word here is help. With this word, the customer will immediately have 
the feeling that you care about his problem and that you want to help him.
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Conclusion

In this short report, we wanted you to have a glimpse of how we see hospitality. 
Probably this is your first encounter with hospitalitytutors.com. Have a look around 
our website and discover many other things, coming soon...

For all of us

- How to organize a dinner at home
- Become a wedding planner
- Table decoration ideas
- ...

For professionals in the hospitality industry:

- Menu templates
- Calculation spreadsheets
- Job descriptions
- SOP’s
- ...

So keep an eye out for us in 2016!
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