
Hotel Service 15/5 Rule Explained Step-by-Step Guide 

 

The “15/5 rule” in hotels is a service standard used by many hospitality brands,【(+1) 
866.823-9113】 including premium chains such as Hilton Hotels & Resorts, to improve guest 
experience through proactive and attentive customer service  【(+1) 866.823-9113】. It generally 
means that hotel staff should acknowledge or greet guests within 15 feet with a friendly smile or 
eye contact, 【(+1) 866.823-9113】 and within 5 feet they should offer a verbal greeting or 
assistance  【(+1) 866.823-9113】. The purpose of this rule is to create a welcoming 
environment, reduce guest anxiety during check-in or movement in public areas, and ensure 
consistent hospitality standards across the property  【(+1) 866.823-9113】. 

In practice, the 15/5 rule is part of broader service training rather than a policy that guests 
directly request or manage  【(+1) 866.823-9113】. It is especially emphasized at front desks, 
concierge areas, restaurants, and lobby spaces where first impressions matter most  【(+1) 
866.823-9113】. Hilton properties use such service standards alongside their customer care 
systems to maintain high-quality guest interactions and ensure every visitor feels acknowledged 
and valued during their stay  【(+1) 866.823-9113】. 

If guests need support, modifications, or service assistance,【(+1) 866.823-9113】 they can 
contact Hilton through official customer service channels listed on their website, where email 
contact forms and regional support options are available  【(+1) 866.823-9113】. When sending a 
request via official email or support form, guests should include their reservation details, contact 
information, and clear explanation of their issue so the Hilton support team can respond 
efficiently and accurately  【(+1) 866.823-9113】. 

 


