
www.hotelowner.co.uk 33

Comment

T hanks to Ruth Watson and Alex Polizzi, countless 
establishments are now hotels for a guest experience, rather 

than extensions of the proprietors’ living space!
A recent visit to a hotel made me think of how often I have 

gone into properties and seen them filled with clutter. Family-run 
or small hotels are renowned for their individuality and having 
the stamp of the owner on them, but all too often a cornucopia 
of ‘treasured’ keepsakes can spill over the line, damaging your 
hotel’s aesthetic.

The hotel I went to had clutter everywhere and I felt the family 
had got rid of the stuff from their houses that they couldn’t bear 
to pass on and shifted it to the guest areas. The items were totally 
incongruous in the rooms including stuffed birds; dusty silk and 
dried flower arrangements; about 20 different styles of art; dolls 
and ornaments by the ton!

Since that visit, and having talked to many hoteliers about this, 
I find they all say the same – things just get put in the hotel and 
then forgotten about. This month’s simple marketing suggestion 
(yes this IS marketing!) is that it’s time to put on (or take off) 
those glasses and take a clear look at your hotel from your guests’ 
point of view.

Book some time out of the diary to actually walk round using 
a route that your guests use. Start with the entrance and check 
if the tourist information leaflets are up to date. Tidy, if it is 
cluttered, and ask yourself the following questions:
•	 Would you know where to look to find local things to do? 
•	 Do you have a book of your favourite places to visit with a 

description of why they are good and how long it will take to  
get there?

•	 Is the reception or the bell for attention clearly signed? 
•	 Do you feel good as you walk in the entrance?
• What is your first impression and how can you improve upon it?

Travel round each public area of the hotel and look with fresh 
eyes. Check if pictures are straight, and whether the messages 
that you want your guests to receive are clear, or are maybe too 
dictatorial in tone. Are the menus and wine lists fingerprint-free 
and current? Do all the areas smell fresh? Imagine if you were 
buying the hotel from someone else, what would be the elements 
you would immediately want to change? Make a list of what 
needs doing and then set a priority list to start sorting it all out.

Standing outside, check if signage is clear and if it looks 
welcoming from the outside. Is the parking clearly marked? 
Are the bins on show? Once you have done this and compiled 
together a list, ask two members of your family or your staff to do 
the same exercise. Their lists will have things that you picked up 
on, but they will also see different things – don’t let them know 

what’s on your list before they go. Reconvene, share and set up an 
action plan.

Often the day-to-day running of a small business takes up 
all of your time and you forget what it was that made your 
establishment so welcoming and appealing in the first place. I 
would recommend entering your property as a guest on a regular 
basis and seeing what a first time visitor sees. This makes sure that 
your hotel shows a direct and positive representation of you and 
your vision.
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