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Orlando concierges aim to make the ordinary

extraordinary. Why have ordinary celebrations when you can

have a decedent, one-of-a-kind event with memories that last a life-

time? Celebrating an anniversary? Why not drive in style in a new

Porsche? Want to kick back and play a few games? Turn your

suite into a life-sized arcade. Want to propose to your significant

other? Try a beachside proposal or one aboard a famous attrac-

tion. From the creative to the unusual, no request is too grand—or

expensive—for these top concierges.

A Grand Entrance
When money is no object, Patricia Clifton says she’s extraordi-

narily creative. The chief concierge/guest relations manager at the
Grand Bohemian in Downtown Orlando has a passion for extra-
ordinary guest service. Her years working in public relations and
marketing and traveling abroad have helped her create some
memorable moments for guests staying at the hotel.

“I have an emotional connection to guests. I try to make sure
they get exactly what they need, even when they don’t know they
need it,” she explains enthusiastically. “What I feel a passion for is
extraordinary guest service taken to the intimate level with exu-
berance. Each and every guest needs to feel the passion that I have
for what they are doing and why they are here.”

Her passion comes out in every request she receives. One cou-
ple wanted to celebrate their 25th wedding anniversary in a big way.
The husband wanted to surprise his wife, not in an ordinary way,
but in “a Grand Bohemian experience!” Clifton explained. 

After meeting with the husband, Clifton arranged for a convert-
ible Porsche to be delivered to the hotel and placed a diamond
bracelet on the gearshift. And if that wasn’t enough, the couple’s
daughter flew in to surprise her mom. The women were going to
take the car out for a spin when the daughter suggested they check
the trunk. Inside, Clifton and her team had assembled several
brightly colored boxes, all gifts from a leading department store.

Even a weekend getaway can bring out Clifton’s creative talents.
She recalls one time when a well-known country music star was in
town for an event and wanted an evening alone with his wife at the
hotel. Clifton immediately set out to do her homework.

“I had heard of the [singer’s] group but didn’t know all of the
songs, so I went home and dug up all of the music on AOL and
searched for sites on him. I see this link to a particular chocolate
chip cake that his mother made, under his ‘favorite things,’ so I
thought, ‘Aha! I’m going to do this,’” she explains.

Clifton sent the recipe down to the chef, who whipped up the
cake and had it delivered to the room along with the wife’s favorite
flowers.

“They were blown away. They said, ‘Patricia, how did you know
this was his mother’s recipe? How did you know that this was his
favorite thing that you could have ever done in a million years for
the two of us to sit in bed and watch movies and eat this extraordi-
narily wonderful cake?’ They were so blown away and so apprecia-
tive that I went above and beyond to research this guy,” Clifton says.
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the Limit!

Clifton arranged for a convertible
Porsche to be delivered to the

hotel and placed a diamond
bracelet on the gearshift. 

Patricia Clifton,
Grand Bohemian

Ingenuity and imagination help Orlando’s
concierges create extravagant 
amenities for guests.

The Sky’s
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Disney Magic
At Disney’s flagship resort, the Grand

Floridian Resort and Spa, guests know that
concierges can help them create a magical
event complete with Disney’s world-class
service.

Brock Botts is a former concierge at the
Grand Floridian and now works in execu-
tive reservations at the hotel, catering to
VIPs and celebrity clients. He’s created some
one-of-a-kind celebrations—complete with
some Disney magic.

Take one Fourth of July celebration for a
couple from Northport, Alabama. The cou-
ple was married on July 4 and returned to
the Grand Floridian to celebrate their 25th
wedding anniversary on July 4, 2004. 

Brock says the husband was vague when
it came to planning the celebration, but said
he wanted something “very patriotic.”

While the couple went to dinner, Botts
and his team got to work, decking the room
in red, white and blue. “On the bed we
changed a quilt to an all-white color. We got
sheets from Target—blue and red—for two
queen beds. We added streamers and bal-
loons and had a chocolate amenity made
with Mickey holding the flag.”

Add some champagne, chocolate straw-
berries and fireworks over the Magic King-
dom, and you had a patriotic celebration fit
for a president.

How many times have you stayed at your
favorite hotel? Chances are you probably
haven’t stayed as many times as one family
from Dover, Delaware, who first came to the resort when it opened
in 1988. The family has returned 89 times to date.

So how do you top the last visit and make each one different and
special? A little creativity goes a long way.

“One year for the Fourth of July, they made a big portrait 
(15 x 17) made of all chocolate of the crossing of the Delaware.
Instead of President Washington, they had Mickey Mouse and all
the Disney characters in the boat. It was awesome to see,” says Botts.

It’s a chocoholic’s dream, but Botts says the wife takes every
chocolate creation home on the couple’s private jet and hasn’t eaten
one yet.

One request that Botts received was so over the top that it’s no
longer allowed. Botts says a guest wanted to propose to his 
girlfriend aboard the Monorail, one of her first memories as a child
visiting Walt Disney World.

After coordinating with the Monorail department, the crew was
able to reserve one of the cars for a half an hour. The Disney team
boarded the Monorail with a cart loaded with the food and 
balloons. When the doors opened to pick up the couple, the woman
saw the elaborate set-up. A few minutes later, what started out as a
ride on a childhood favorite turned into the marriage proposal of a
lifetime.

“When it happened it was so over the top,” explains Botts. “They
[the couple] wrote this glowing letter about it to Al Weiss [then
president of Walt Disney World Resort] and Michael Eisner [then
CEO of the Walt Disney Company]. It was so celebrated and so
talked about everywhere that all of a sudden it became an 
epidemic almost,” he says, laughing.

Unfortunately, that’s one experience that can never be 
duplicated.

“ ”
We added streamers and balloons and had a chocolate
amenity made with Mickey holding the flag.

Brock Botts, Grand
Floridian Resort and Spa
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Fit for a King
As chief concierge and VIP services

manager at the Universal Orlando’s Porto-
fino Bay Hotel, James Howald handles
requests from almost everyone you can
imagine. President Bill Clinton. Singers
Jennifer Lopez and John Tesh. Talk show
host Ellen DeGeneres. NBC Universal
President and CEO Jeff Zucker. But one
request didn’t come from a celebrity: it
came from a 12-year-old sheik from Saudi
Arabia, who stayed at the Portofino for two
weeks in 2000.

“At his wish, we turned the Presidente
Suite to live in and sleep in and Governa-
tore Suite to play in. We removed the chairs
and contacted a vendor for arcade games,”
explains Howald. And the games fit for roy-
alty? A Ping-Pong table, a foosball table
and a pool table, plus nightly entertain-
ment.

Changing rooms around for guests isn’t
that unusual a request, but one request
seemed a bit strange. Howald says he once
had to remove all the red furniture from a
room for a Fortune 500 CEO who was
superstitious. As it was explained to
Howald by the man’s personal assistant, one
day the CEO was having a bad day at the
office and his stocks were falling apart.
Someone delivered the news to him in a red
file folder and something snapped in his
head. He decided that he couldn’t have any
more of the color red around him. In his
own corporate office, the red artwork and
furniture were removed. When he came to
the Portofino, Howald and his team had to
take out four red upholstered chairs from
his room. No other color substitutions were
necessary; perhaps green would have been
a better choice.

“ ”
At his wish, we turned the Presidente Suite to live in and sleep in and
Governatore Suite to play in. We removed the chairs and contacted a
vendor for arcade games.

James Howland,
Universal Orlando’s
Portofino Bay Hotel
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Yes Virginia, 
There Really Is 
a Santa Claus

Virginia Dale says that of all the jobs
she’s ever had, working in guest services/
concierge at the Villas at Grand Cypress in
Orlando is where she belongs. Dale works
part-time at the resort after spending 39
years in the banking industry. “I do try to
go above and beyond to do things,” she
explains. “I love building a relationship
with the guest.”

Dale says her creative skills were put to
the test one Christmas. She got a call from
a guest who wanted Santa Claus to come
visit her daughter, who was sick in bed.

Glancing at the clock, Dale told the guest
she would do her best. It was 4 p.m. on
Christmas Eve.

After calling several outfit and party
stores, “they almost laughed in my face,”
she says. The Santas have turned in their
suits and gone home, she was told. Then
she looked under “Santa Claus” in the
phonebook. “I called, and they had a suit.
That started the ball rolling—now I 
needed a Santa Claus.”

Dale says one of the resort’s valets
stuck out in her mind. “He was a pretty
good-sized guy and he had sparkling blue
eyes and his face was always reddish. He
was getting off work, and I asked him if
he’d like to take on a part-time job,” she
explains.

Dale couldn’t have found a better Santa
if she had gone to the North Pole herself.
She says the suit made the valet look like
the old Coca-Cola Santa Claus. Santa
headed over to the villas to meet the sick
girl and deliver a present. It was a 
personal visit from the jolly elf that no one
there would ever forget.

Dale couldn’t have found a better Santa if she
had gone to the North Pole herself. The suit made
the valet look like the old Coca-Cola Santa Claus. 

Virginia Dale,
Villas at Grand Cypress
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Beach Marriage
Proposal

As a personal concierge at the
Ginn Hammock Beach Resort in Palm
Coast, Beth Ryan works with more
than 100 guests a month. She’s the first
person to greet guests when they
check in, and she escorts them to their
suites. She works tirelessly throughout
their visit, setting up spa appoint-
ments, tee times, fishing charters and
other requests. “I always tell my guests
I will do anything in my power to
make their stay memorable.”

For one couple, Ryan had the
chance to show her romantic side by
creating a memorable marriage pro-
posal.

The couple started with a romantic
dinner and then took a moonlit stroll
on the beach. “We had the bell staff
hide behind some big rocks on the
beach,” she explains. When the man
stopped with his girlfriend for a
moment, “the bell staff jumped out
with the ring and a bottle of cham-
pagne. The woman was screaming.
She was petrified that someone had
jumped out while on their romantic
walk. Then once she realized why he
was there, she was screaming all the
more.” 

To cap off the romantic proposal,
Ryan had draped fragrant rose petals
in the shape of a heart on the couple’s
bed. A trail of petals from the door to
the bathroom was met with a bubble
bath in the tub. 

“It’s those moments that you can’t
even predict that are completely joy-
filled,” Ryan says.

“ ”

Beth Ryan,
Ginn Hammock
Beach Resort

We had the bell staff hide behind some big rocks on the beach. When the
man stopped with his girlfriend for a moment, the bell staff jumped out with
the ring and a bottle of champagne.
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Aloha!
Tim Morse knows a thing or two

about hospitality. He’s traveled the
world for 23 years as an entertainer,
acrobat and choreographer. When you
meet Morse, his infectious humor and
personality make you feel at ease.
After working as a concierge at the
Rosen Plaza in Orlando, Morse
became a manager and then trans-
ferred over to the company’s newest
resort, Shingle Creek Resort.

Whether it’s arranging for a friend
to bring his Harley over for a boy cel-
ebrating his bar mitzvah or arranging
golf dates with the resort’s top instruc-
tor, Brad Brewer, Morse has handled
almost every type of request from
guests. He’s even worked with top
celebrities like Don King and NBA
stars and actors who stayed at the
Rosen Plaza.

So it comes as no surprise that
Morse would be up for a request from
a national shoe designer who needed
seven fresh leis for a convention. 

After making several calls, Morse
found out that 60 orchids would have
to be used to make one lei, at a cost of
$80 a piece. Determined to do better,
“I called a friend who works at Roy’s
[restaurant] and then called a contact
in Hawaii. For $8 each, plus $30
postage, I had them flown overnight
for the guest,” Morse explains. 

“ ”
I called a friend who works at Roy’s and then called a contact in Hawaii. 
For $8 each, plus $30 postage, I had them flown overnight for the guest.

Tim Morse,
Shingle Creek Resort
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Happy Birthday!
Nestled away from the bright lights and

busy traffic of the tourist corridor is the
Celebration Hotel. Business travelers have
made it their hotel of choice since it opened
in 1999. Concierge Valerie Dallaire has had
her share of unusual requests from guests
over the years—like the time a guest asked
her where to find a good mattress. A guest
was moving to Celebration and didn’t know
the area, so Dallaire arranged a list of 
nearby stores and transportation to and
from if she needed.

One particular request stands out
among the rest. The Rose family was a
repeat guest at the hotel, and Mr. Rose
called upon Dallaire to help orchestrate his
wife’s 50th birthday.

“I asked him what does she like, and he
told me she liked smiley faces. I said to
myself, ‘I should do something special.’
There was a vendor in the office at the time
that had something with a smiley face and I
asked if I could have it. I purchased bal-
loons and gifts with smiley faces on them,”
she explains.

Armed with her gifts, Dallaire set out to
decorate the room top to bottom with 
smiley faces. When the wife arrived to see
the room decorated, “she was crying. She
was so happy,” Dallaire says.

The Rose family has returned to the
Celebration Hotel for the past five years.
Dallaire says she makes sure to leave a
small gift in their room. She says the couple
keeps in touch, and she calls them around
the holidays or special occasions. It’s that
kind of one-on-one personal attention that
Dallaire strives to give all of her guests. 

“ ”
I asked him what does she like, and he told me she liked smiley
faces. I said to myself, ‘I should do something special.’

Valarie Dallaire,
Celebration
Hotel
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