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Javier Burillo Azcarraga Shares Lessons on Building World-
Class Guest Experiences

Javier Burillo Azcarraga of Key Biscayne, Florida, draws on decades in hospitality to explain
what actually creates a world-class guest experience.
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Key Biscayne, Florida May 4, 2026 (Issuewire.com) - Javier Burillo Azcarraga, hospitality
entrepreneur and founder of Grant’s Crusade, is sharing practical insights on what it takes to build a
truly world-class guest experience. Drawing on a career spanning hotels, restaurants, and luxury
services, his message is clear: great experiences are built through consistent execution, not one-time
moments.

Burillo began his career at the Ritz in Acapulco, starting in entry-level roles and eventually becoming
General Manager. That early exposure shaped how he views service.

“| started washing dishes,” he says. “You see quickly where things break. That’s where you learn what
matters.”

He later founded Las Ventanas al Paraiso, a luxury resort that was named the #1 boutique hotel in the
world by Condé Nast Traveler for three consecutive years. According to Burillo, that level of recognition
came from discipline, not design trends or marketing.

“We didn’t focus on being the best,” he explains. “We focused on doing everything right, every day.”

Consistency Over Moments

In a market where businesses often chase standout experiences, Burillo emphasizes consistency as the
real differentiator.

Research supports this approach. According to PwC, 73% of consumers say experience is a key factor
in their purchasing decisions, yet less than half feel companies deliver consistently.

“Guests don’t remember one great moment,” Burillo says. “They remember if everything worked.”

This focus on reliability shaped how Las Ventanas operated. Every detail—from response times to
service delivery—was measured and refined.

Systems That Work in Real Conditions

Burillo highlights the role of simple, effective systems in maintaining quality at scale. Rather than
building complex processes, he focused on clarity and usability.

“If a system is too complicated, it won’t be used,” he says. “It has to work when things are busy.”

This approach reduces errors and helps teams perform under pressure. According to industry studies,
operational consistency can increase customer satisfaction by up to 20% across service-based
businesses.

Training for Judgment, Not Scripts

Another key lesson is how teams are trained. While many organizations rely on scripts, Burillo believes
this limits performance.

“We trained people on how to think, not what to say,” he explains. “Guests don’t want a script. They
want a solution.”
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Empowered teams are more effective in real-world situations. Studies show that employees with greater
autonomy are significantly more likely to resolve customer issues quickly and effectively.

Removing Friction at Every Step
Burillo also stresses the importance of identifying and removing friction in the guest journey.
“We looked for anything that made the guest work harder,” he says. “If they had to ask twice, we failed.”

This includes reducing wait times, improving communication, and ensuring accountability across teams.
Even small inefficiencies can impact the overall experience.

Lessons Beyond Hospitality
While his background is in luxury hospitality, Burillo believes these principles apply across industries.
“Experience is not about the product,” he says. “It’'s about how smooth everything feels.”

Today, he applies the same thinking to his nonprofit work through Grant’s Crusade, focusing on
consistent, practical support for neurodiverse children and their families.

“The approach doesn’t change,” he adds. “You focus on what works.”
Call to Action

Burillo encourages business leaders and operators to shift their focus from short-term impressions to
long-term execution:

e Start at the operational level
e Simplify systems

¢ Measure what matters

e Stay consistent

“Do the work properly, every day,” he says. “That’s what people notice.”

About Javier Burillo Azcarraga

Javier Burillo Azcarraga is a hospitality entrepreneur and philanthropist based in Key Biscayne, Florida.
He began his career at the Ritz in Acapulco and later founded Las Ventanas al Paraiso, a resort
recognized as the #1 boutique hotel in the world for three consecutive years. He also held an ownership

stake in Camper & Nicholsons, a global yacht company. Today, he is the Founder and Chairman of
Grant’s Crusade, a nonprofit supporting neurodiverse children and their families.
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Javier Burillo Azcarraga

e @ijavierburilloazcarraga.com

https://www.javierburilloazcarraga.com/
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