
The Critical Role of Proactive Service and Genuine 

Empathy in the Hospitality Sector 

Imagine a guest at a *well-known hotel with a top-rated restaurant had to wait too long for their 

meal, over three hours. This made the guest quite unhappy. The hotel manager quickly stepped in, said 

sorry for the wait, and gave the guest some free *perks like extra services, a better room, and special 

care for the rest of their stay. This turned the guest’s *annoyance into feeling valued. 

In another case, a guest had a problem with their room. The hotel fixed it fast, offering a free 

night’s stay, a complimentary meal, and an apology from the head of the hotel. This quick fix not only 

solved the issue but also left a good impression on the guest. 

These stories show how important it is for hotels to act fast, be truly sorry, and make up for 

mistakes. Doing this can turn unhappy guests into loyal ones. This approach protects the hotel’s image 

and builds strong relationships with customers, which is key for a hotel’s, or overall business success. 

(182 words) 

Question 1:   What is the main point of the passage? 

A) Hotels should offer free perks to guests. 

B) Quick problem-solving can improve guest satisfaction. 

C) Hotel managers should apologize for mistakes. 

D) Loyal guests are essential for business success. 

 

Question 2: According to the passage, what is the primary benefit of hotels acting quickly and 

compensating for their mistakes? 

A) To ensure a manager’s convenience 

B) To provide a variety of services 

C) To maintain a high standard customer 

D) To turn unhappy guests into loyal ones 

 

 

 

 

 

 

 

 

 


