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Pol O Conghaile

Thedevilisin
the detail with
any hotel stay
Little things can make a

big impression, starting
with the ‘10 and five’ rule

he W and five’ rule in hospitality says that stafl
coming within 10 feet of s muest should smile and
make eve contact. while those coming within
Jive [eet should add 8 warm verbal greeting.
U'liadd a 10 rule’ of my own. When vou arrive
into a hotel. Tthink itshould take no more than 10 seconds
[or wstull member 10 make comtact. I had 4 gorgeous
exampleof thatin The Bristol last week. When we arrived,
receplionists were busywith other guests. Bul one caught
my eye, and smiled. It set a tone. [t made me feel good.

It also got me thinking about attention to detail in hotels.
These are places where micro problems can esealate into
stinking TripAdwisor reviews, or unexpected touches can
surprise and delight stressed guests. Little things can say
s0 much about culiure, quality amel deanliness,

Touring the Amber Springs ITotel in Co Wexford with
its manager recently, I watched as he stooped to pick up
A small piece of lter. He did it on autopilot, drawing no
atention to the action. But it told me — and the guests
and stall around us — that be cared and led by example.

Other small wuches with a big impact? A server who
remembered my collee order the next morning. A lour-star
that invested in Dyson hairdrvers [or all rooms, Sell-cater-
ing stays with an in-tune acoustic guitar. or sliced leman in
the freezerto add to G&TSs at its honesty bar.

One theme of Dromoland Castle’s recent refurbs has
been “fine-runing the detail”, manager Mark Nolan told
e, “You can't get away with just being average any more.”

Tts Castle Spa, for example, has pressed flowers from the
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estate outside treatment rooms, adult colouring books in
the relaxation ares, reading glasses next (o forms that
need filling in and wooden cardless phone chargers and
Jewellery purses alongside the robes in its lockers, Those
tnuches make you go ‘ooh”. but they also tell a story about
a resort that understands its guests, anticipates their
needs, and links its hsury (o s natural sedting,

Dretail isn't solely the domain of five-stars. Think of the
dilference a charging socket by your bunk makes 1o a hos-
tel stay. Or a home-baked scone ar your B&B. You don't
expect lavers of luxury on a budget stay, bur expectations
can be met. and exceeded, at every price point.

They can also be dashed. Mouldy swimming-poal tiles
are a bugbear of mine, as are by-the-numbers buffet brealk-
[iasts thal make no effort 1o use or label local foods (hello
‘sausages’ and ‘heans’). Single-use toilefries send a mes-
sage about sustainability, dirty uniforms or floors speak
o management and hygiene, And whal does il s1y when
awrong item appears on a bill, or a dish described as glu-
ten-free or coeliac-Triendly turns vut not o be?

Clearly. not all details can delighe. Many just need to tick
over, meeling expeclalions rather than exceeding them.
Hospitality is slso humun. Mistukes happen, IUs rare that
a stay should be judged on a single shortfall, and any good
hotel or restaurant critic knows that the handling of 2 mis-
take tells you far more than the mistake irself.

But details that disappoint, or delight, add up to give
d disproportionately strong impression of @ stay, It can
1ake less than 10 seconds, or feet, to make the difference.
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