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editor’s letter
say what?

 We’re all in a 
hospitality business 
and rule one ought 
to be ‘listen to your 
customers because 
they are your 
business’. 
they may not always 
be right, however. 

there’s been a firestorm in the 
on-line blogging community 
in Dubai over the last week or 
so, following a review of a new 

Italian outlet that had a reasonably 
positive critique, albeit with some 
caveats mainly about pricing.

Not our job here to reveal the 
outlet, as the point to be discussed 
is rather more important, however 
you can track the unfolding story at   
www.foodiva.net.

Anyway, the restaurant is an 
outpost of one in Milan and the head 
chef there reacted rather outrageously 
to the review. Here is an example of 
his response to the critic: “Go please 
to other restaurants in other locations, 
check them out, but don’t forget to 
wear first a condom on your tongue 
in order contain the orgasm of your 
ignorance.”

Okay, this is a standalone restaurant 
not one in a hotel, but I think we can 
learn lessons from this. If nothing 
else, we’re all in a hospitality business 
and rule one ought to be ‘listen to 
your customers because they are your 
business’. They may not always be 
right, however, quite often they can be 
infuriatingly wrong, but they surely 
should be listened to.

Your job as hoteliers is amazingly 
simply and amazingly complex. 
Simple? Please your guests. Complex? 
Please your guests. However, on 
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any continuum of delivering a basic 
good stay to enabling a memorable 
experience, rudeness to guests 
should not be a part of the package. 
Especially in a digital age when 
comments can quickly become viral. 

We all know that guests can be 
difficult. It comes with the territory. 
We know they can complain about 
anything and everything. However, 
the only sane business response is to 
listen, apologise (even through gritted 
teeth) and see if there might be a way 
to improve your operation.

The alternative? In a social media 
world, you’ll be dead in a day.

Follow us for daily updates on the global 
hospitality industry at HospitalityBme.

on twitter?
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