PATRONS MUST HELP
Many of Their Complaints Un]ustlfled Says Ncted

W NE of the most-talked-of feat-;
H  ures of the recent convention
here of the New York State
Hotel Association was a paper
by E. M. Statler of Buffalo, who has
bhotels in Buffalo, Cleveland, Detroit,
and St. Louis, on ‘“How Poor Is a
Good Hotel? " Mr. Statler says crit-
icising hotels was the most popular
topic of conversation among traveling
men with the possible exception of the
weather.  He maintains that it takes
two (v give good service—the patron
and the servant: and asserts that the
principal sources of dissatisfaction
wWith good hotels are the patron’s fail-
ure to reserve rooms in advance. his
inability to realize that the hotel is
a business institution selling fixed
quantities of certaia commodities,
(i. e., rooms,) and the illegibility of,
signatures on the register.

“Did you ever stop to think,” he
said, ' that nine out of every ten of,
the men to whom the hotel sells its
goods come to make the purchase at:
times when they are tired, or hungry, !
or both? How would a merchant Iike'i'
that cendition? Wouldn't he feel that
he was handicapped. particularly 1f
he knew that he might not have cx-
actly the thing his customer was
geing to ask for, and would have to
irv to please him with something else?
And then suppose that the merchant's
clerk was tired, or hungry, or other-
wise not in the best of moods—would
the customer recognize that, and
make allowance for it? |

“ The public doesn't knock willfully,
nor because of awell-reasoned grudge;
it knocks thoughtlessly, because it
doesn’'t know that it is impossible to
run a hote) that would be satisfactory
to all patrons all the time, and be-
cause it doesn't recognize that when
a good hctel gives poor service it is
just as apt to be the patron’s fault
as the hotel's. ,

“1 believe that the great majority
of travelers’ statements about the
poorness of good hotels originate in
some experience at the room desk.
Because we operate three hotels in a
group 1 imagine we make as sirong
an effort as any to get patrons to re:
serve rooms in advance.

‘' We urge reservations in a booklet
we distribute liberally; we put a little
celluloid card on ¢very guest room
telephone, inviting the patron to et
us make reservation—at no cost to
him—at one of the other houses, and
we urge him by word of mouth whesn-
ever we can without its being a nui-
sance. VWe give to the man who re-
serves an identification card to pre-
sent on arrival at the other house—
which prevents him from standing in
iine and taking his turn with other
arrivals who huave not reserved; in
short, we dJdv about everything we can
think of. TYct reservations are only
about 11U per cent. of arrivals in our
three hLotels.

“1 wish somebody would tell me
how we can make more plain to peo-
ple the desirability of reserving. The
hotel has only a certain number of
rooms and cannot add more, as 3
train can add Pullmans. It is as un:
reasonable to expect a hotel to give
~you exactly what you want at any
momeant as it would he to expect 3
theatre to have for you exaclly the
seat ycu want at any moment. Peo.
ple reserve Pullman berths and
stecamship staterooms and theatre
seats as a4 matter of course—but they
won't rccognize the simple fact that
there is even more wisdom in reserv-
ing at hotcls.

‘ Leaying cut certain incidental and
minor complications which antagonizce
a reasonalble ¢r an unicasonable pa-
tron. you'll see that the onm big eausc
of complaint is antagonism which
rests primarily on price or rates. 8o
let us look at room rates in the good
hotel.

“ The good hotel has 2 minimum
rate which is not fictitious; that is, it
has enough room at the minimum
rate to take care of a proper propor-
tion of Its business. In the case of
our own organization we have a $1.50
and 82 rate on 44 per cent. of our
rooms,; there shouldn't be any more
of these rooms—and I am not sure that
there should be so many. The reasons
are perfectly simple and don't admit
of argument as to their justice.

“You can't conduct a good hotel
without caring for travelers who want
scmething better than that minimum
rate will buy. The idea of the mini-
mum rate is to bring the advantages
of the good hotel in reach of the trav-
eler who can't or won't pay more;

those rooms are the hotel's bargains,
and their number is fixed when the
hotel is built.

“ YWhen the hotel is out of bargains
it can scll only what is left; the bet-
ter rooms, carried for those who want
that grade of merchandise, and giving
full value at their fixed prices—but,
of course, interesting to the bargain
hunter only in emergencies. And con-
sider this well, for this is the kernel
of the question: If it weren't for
these better rooms the hotel would
not have the tone and class which
bring the very man who complains
about not being always able to get a
minimum rate.

“A hotel that has nothing but $1.50
and $2 rooms, let us say, is built and
operated for the man who wants to
. spend less than he would in the hotels
of the next higher class.

“ The man who kicks loudest about
not gettigg minimum rates -probably
would nol! patronize your hotel at all
if it did not have those better rooms
—swhich, however, he insists that
some one else must’ buy. ' '

“ Now, a step further a lot of the
loose criticism we're talkm" about
comes from the man who thinks that.
the room clerk has plenty of rooms
at the minimum rate, but is trying to
sell a higher-rate room if he can—a
process which the talker usually
characterlzes as ‘ robbery ' or a:* hold-
up,’ or by some such term. There are
instances—but fewer by far than the
traveler supposes—where that is true.

“ A room clerk who at 10 A. 3. had
but a few minimum-rate and plenty
of higher-grade rooms left would
show very poor judgment if he did not:
iry to bglance his stock and take care
of the regular customers who he
Inows will come later in the day
and who would .not want to pay a
‘higher rate, He will not, if he can
- help- i, .disapgpoint, these -regulars—
) ‘whose mail,- perhaps, i5-alteady-in.the:
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IN RUNNING A HOTEL

Few Rooms

house—to take care of a new traveler
who wants a bargain but didn't want
it badly ecnough to reserve. And I'll
defend that proposition against all
comers.

‘** Nothing in the Federal Cc:mstitu-I
tion compels a man to buy a higher-|
priced article than he wants—or to
submit to what he regards as a rob--
bery. You never see a room clerk.
with g revolver in his hand dcmandmc"
an extra dollar from a guest and'
showing him where to sign.

““ What I'm trying to establish is'
that it isn't fair for a man to think‘
that a hotel which has one price for'
all and Is running practically fullu
ought to have a minimume-rate room
waiting for him at any time, and to
feel privileged to abuse the hotel be—i
cause it hasn't.

* The reason minimum-rate rooms;
in good hotels are hard to buy is be-,
cause of the large class of travelers!
who want to stop at first-class hotels,
but do not want to pay first-class

' pn(.cs

"I have no hesitancy in saying tha.t
present-day hotel rates in first-class

“houses are not only just and fair, but, |
if anything,

they are too low. Iti
needs to be remembered that room'!

'rates have not been increased in the

last three or four years to keep pacc
the constantly rising cost of |
The hotelz are treating
their patrons with more fairness thuan

Reserved Ahead.

|a.re many other businesses which
have raised prices, because of iIn-
lv::rez%l,sed demand, far beyond increased
costs, I Know that practically all the
|f1rst~c!ass hotels of the country are
doing a larger volume of business al
a smaller percentage of profit, ab:
sorbing the increased cost of opera-
tion themselves instecad of passing it
on to their customers.

‘““ About rates during conventions,
Conventions, as a whole, are neither
profitable nor desirable to a hotel
doing a satlsfactory normal capacity
business, except as an advcrnsmg
feature. The investment in extra
bedding and furniture, (used only a
few days in a year,) in extra help nec-
essary to handle peak-load crowds for
a short period, the disorganization
consequent upon the confusion of a
big convention, the loss on holding
rooms vacant to care for conventions.

** That is, to know that such rooms
will positively be available from the
- beginning of a convention: the loss on
rooms vacated by convention dele-
gates leaving in a body late in the
day or evening without an opportu-
nity to fill them up for the night—all
of these things count against conven-
tion business and keep it from show-
.mv a direct profit. Yet the hotel
‘'must accommodate people invited to
'thp city., and gladly does so.

*Here's a last word about Kicks
on room railes: Y'nless first-class
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hotels can show a profit during the
first ten or fifteen years of their oper-
ation it is certain that they never will.

'Therefore, the hotel has to make a

rate based on rapid depreciation, and
carn profits on its big investment be-
fore it is retired by newcomers. Is
that fact taken into account by the
good business men who talk about the
poorness of the good hotel?”’

Another difficulty that Mr. Statler
took up, but only in a few words, was
- tfhe question of the man whose signa-
ture is legible enough to himself but
entirely unintelligible to anybody else.
As to this he said only:

“All that can be done about it, I
suppose, is to keep hammering the
subject in season and out of season,
and get all the checking devices on
signatures that we can.

. * 71 know of no one thing which in-
 terferes so much with Lthe hotel’s serv-

ice to its guests as this of having the

' mame wrong on the hotel’'s records.
Right at the guest’s arrival it starts
an endless chain of troubles. DMall is
'delayed; the information clerk repoéorts
‘* not here ’ to friends who call or tele-
phone; everything goes
both the guest and the hotel.

Chow  will
who is nnt familiar with it?
“ 1f any guest thinks this is a trivial
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wrong—ftor.

“ The guest has written his name so’
often that he can see nothing in his,
signature except what he intends. But
it look to the room clerk:

matter, let’ him - undertake to ‘tead a
single page of the avérage hotel regis-
ter. The average hotel patron is not
1defmite and specific in his order—
leither verbal or written. He is deal-
‘ing with a class of employes who can-
‘'not be expected to be 100 per cent.
efficient in every set of circumstances
'that may arise—yet he gives to the
' bellboy long and complicated instruc-
| tions that should have been given to
. the porter, or takes up with a front
clerk a matter which cannot get the
attention it should have unless it is
put to the manager or one of his as-
sistants. We ought to educate the
public to realize that it is always safe
to go high enough—since, in theory,
the higher you go the more ability

yvou find and the more willingness and!

anxiety to see that you get exactly
what you want the way you want it.

‘“We all have complaints,

in our

hotels, that would never have been
made if the patron had used some.

judgment
gives hurried instructions—which are
rlain to him, since he Kknows just
whkat he wants—to some empioye who
doesn’'t want to appear ‘green’ and
accepts them without really under-
standing them as he should; the em-
ploye goes off and does just what the
patron didn't want him to do—angd
in consequence the hotel and the serv-
ice are ‘ roasted ' unmercifully.

“ Can’'t we, some way, get patrons
{o understand that it takes two t0
make good service; that the customer
has to give an order properly if
he wants to be sure that it will
be properly cared for, and that he
must give it to the right person,
rather than to whoever happens to be
at his elbow at the moment? We must
try to teach them to go high enough—
to reach some oune in authority—and
some of thie most aggravating com-
plaints will disappear.”

in giving his order. He:




