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The following is an excerpt from Holly Stielôs new book, The Art and Science of the Hotel Conci-
erge ð The first in a series of articles intended to inspire and reinvigorate those who have cho-

sen the path of hospitality and service. Since enthusiasm and commitment are the activating 
principles in creating outstanding guest experiences, it is only fitting that the first article ad-

dresses the ñspiritò of service.  
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The Spirit of  Service 
 

It may seem odd to think about the concept of one's spirit within the context of a textbook, but it is 
exactly this ingredient that is paramount in all service jobs ðespecially that of concierge. It is the 
spirit in which the job is performed that makes the difference, and concierges need to understand 
this on a very deep level. It is the spirit behind the professional skills that motivates concierges to 
go the extra mile, perform the impossible and push themselves to the limit. The concierge is a curi-

ous partnership of idealism and realism that combine to create true hospitality. For years, conci-
erges have been used as the service role model ðand rightly so.  

 
Many times, I start my seminars by asking people why they would choose to be in the hospitality 

business and what characteristics they feel they bring to the profession. The usual responses I re-
ceive are: "I like people, " "I love challenge, " "Variety appeals to me," "I'm well organized," "I stay 
calm in a crisis," "I persevere, " "I have a sense of humor, " "I'm flexible," "I have endless pa-
tience." This type of bantering can go on for 10 minutes or so until finally someone says that the 
most important characteristic they bring to the job is their desire to help other people. Although the 

other characteristics are all a true part of the work, the bottom line is that this job is extremely per-
sonal, and the truth is ðit is about understanding and fulfilling personal needs. I believe that it is 
about a deep -seated love of helping people. Without this spirit, concierges would never be able to 
sustain the level of intensity that their job demands.  

 
Job responsibilities and job descriptions cannot possibly give a true spirit of the work performed by 
the concierge. There are so many intangibles, such as high visibility, prestige, a sense of personal power, a variety of busi nes s con-
tacts, and a deep sense of satisfaction. On the surface, it would seem that the motivation to become a concierge might be sel f-

serving, but the primary motivation is actually based on a personal need to give, to nurture, and to feel good about oneself by serving 
others. The passion to help others is a necessary ingredient that no concierge can be without.  

Continued on page 10é  

A special edition of Hollyôs book çThe Art 

and Science of the Hotel Concierge» was 

graciously given to all concierges attending 

the Toronto Congress!!  

Holly was available at the break for a much 

appreciated «Book signing session».  


