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You’re right. I am extremely critical of hotel service performance. If a hotel’s amenities and service let me down, I am loath to forgive. As far as I am concerned when I am paying these top dollar rates hotels are charging, well heck, I better be getting my money’s worth. 

In fact, I get downright ornery sometimes at the lack of effort put in by hotel staff or by aging and decrepit FF&E. Sometimes I sound like recent lunatic escapee from Bellevue mumbling guttural sounds of disappointment incoherently under my breath as I walk away dissatisfied from the front desk.

When I speak about these frustrations at events and conference I do get some approving nods, but I mostly get a fair share of folks telling me to stop being so critical. The truth is that’s never going to happen. Not with me, or any of your guests for that matter. You already know dissatisfied guests will never share their complaints directly with you. They’ll simply tell everyone they know how they were wronged without you ever knowing it. At least I’ll be direct and tell you like it is. It’s nothing personal. Well, actually it is. I personally want a hotel’s staff to succeed and I am not afraid to voice my opinion in the spirit of enlightenment. And because carping about bad hotel stays is good sport and makes for some good funny stories.

Because I travel 90 nights a year or more, I know exactly what I want and how I want it. And quite frankly – and I don’t mean to sound smug -- my expectations are totally in check and reasonable. 

Before I mouth off on sloppy service or faulty facility, I run my experience through my handy dandy expectation calculator. It’s something most guests probably aren’t equipped with, but I’ve been around this business long enough to know what’s reasonable and right. I created this metric through which all my guest experiences funnel before determining my quality of stay. 

If you’re keeping score at home, here’s what I take into consideration before casting judgment:

· Hotel Category: I do not expect the same service elements at select service hotels as I do at luxury hotels. But the more you charge, the better my needs must be anticipated or met with a single request. If I make a reasonable request at a luxury property it better be met without haste. At mid priced hotels I expect a longer wait time. However, I can’t stand making the same request twice. Especially when housekeeping is involved. 

· Property Age: If it was built more than 10 years ago I fully expect awkwardly designed spaces and small bathrooms. But new properties should be designed to meet modern expectations. 

· Time Since Last Renovation: How old is that bed I’m sleeping in anyway? And if you recently replaced your furniture and fixtures I better not be crawling around searching for outlets. I don’t expect flat panel televisions but I do expect a high speed internet experience that is high speed. It shouldn’t take me eight hours to download a 30 minute video for my iPod. 

· Staff Quality: Are they really helpful, or just plain hands off. Last week I was at a hotel whose staff had less knowledge of the neighborhood they were in than I did. I was greeted with looks of puzzlement and an array of shrugged shoulders at the most basic of neighborhood questions. And all my knowledge was gleaned just moments before from brochures obtained in that very same hotel! 

· Food (Where applicable): If I ask for my hamburger to be cooked medium rare, I find that most hotels that do not have a good service ethic send it to my room well done. Coincidence? I think not.

So basically, if I have a complaint I feel it’s valid it should be handed accordingly. Now it wouldn’t be fair for me to generate so much guff without doling out heaps of praise where it’s due. And truthfully, I can’t stop giving plaudits to hotels that have wowed me. If you can please me, I bet you can please anyone. So here are some things –quite basic, yet elusive -- that get me excited.

· Eye Contact: I love it when anyone on staff passing me in the halls looks right at me and nods or says hello. It always makes me feel uneasy when they look the other way or dodge into a room to avoid my glance. I am a guest, not an animal (insert Elephant Man voice here). 

· Going the Distance: If I ask an employee something, and they don’t know the answer it’s OK. I just expect them to follow through and help find an answer. Too many employees simply say I don’t know and connote the feeling that it’s my problem and their job is done. At one hotel I asked where the bathroom was, and get this, instead of just pointing and saying “that way” I was escorted there! It affected my entire perception of the stay. 

· Proximity of Towels and Shampoo: They need to be in grabbing distance of the shower because I will never ever never remember to put them close by before I am a damp, soaking mess (sorry for the visual, but it had to be done). And while I am at it, please get rid of those aging towels quicker. It’s bizarre to see a nice fluffy new one piled right below a raggedy reject that I know has been used thousands of times by countless others. 

· Seeing the TV: I work, I recline, I sleep. All I ask is to see that boob tube from wherever I am in the room. Newer hotels have no excuse for not delivering on this. I know that armoire makes it difficult, but who came up with the idea that traditional tube TVs had to be in the armoire anyway? I’d rather be able to angle it in any direction than have the option to hide it away. 

· Connectivity: I mentioned it above, but here goes again. I need truly high speed internet access and lots of convenient outlets.
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