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Praise for Lead with Hospitality


“This is the secret sauce leaders need to elevate their game! During a time of uncertainty and unpredictability, Taylor Scott gives his readers actionable steps that executives can start today. This will be a game changer read, especially for leaders who are working remotely and want to find ways to better connect to their teams.”


—Laura Cazatt, Director of Brand Merchandising at the Walt Disney Company


“Connecting with people on a human level opens up the pathway to leading them to become their best. Taylor Scott paints a perfect picture of the threads between gracious hospitality and transformational leadership. This book is as educational as it is entertaining, and as useful as it is inspiring.”


—Chip Conley, strategic advisor for hospitality and leadership at Airbnb and founder of Modern Elder Academy


“The fundamentals of hospitality are not preserved only for the guests to experience. Instead, Taylor proves that authentically connecting with your employees, treating them with those same hospitable guiding principles, is what elevates leaders to greatness. By sharing his own personal experiences working with some of the hospitality greats, he lays out a plan that is not only actionable, but enjoyable. Now more than ever, our ability to create meaningful connections with our employees is paramount. If you lead people, you need this book!”


—Sarah Moore, vice president of brand marketing at MGM Resorts International


“This book gets to the heart of what matters (or should) in organizations today. Taylor Scott has worked for some blue chip organizations and he’s taken what he learned from experience and now teaches how these ideas will make your business better.”


—Mark Sanborn, president of Sanborn & Associates, Inc. and author of The Fred Factor and The Intention Imperative


“Taylor walks the walk! His ability to create genuine connections with his peers and teams is almost magical. I’ve worked alongside Taylor and experienced his passion and success in creating a culture of learning where people feel seen and heard.”


—Colleen Birch, former Chief Operating Officer at Fountainebleau Las Vegas


“Taylor Scott’s stories illustrate the power of leading with hospitality and his action plans offer step by step guides to setting yourself apart as a transformational leader. You can read this book today and be better tomorrow.”


—Joni Teragawachi, director of global learning design at United Airlines


“Moving into 2021 and understanding the changes in the world of hospitality, Lead with Hospitality is a book all leaders should read. Taylor’s stories illustrate the power of leading with hospitality and help provide a step by step guide to tap into the heart and minds of those one leads. The stories and experiences Taylor shares are authentic, very relatable, and easy to understand so they can be put into practical use for personal growth as well. Hospitality in 2021 and beyond will take touching people’s hearts and Lead with Hospitality captures this beautifully.”


—Lindell Skinner, Senior Manager of Downtown Disney Business Relations at the Disneyland Resort


“Lead with Hospitality is the well timed leadership success manual for 2021 and beyond. It outlines a recipe to tap into the hearts and minds of people in a way that will bring out the best of those we lead. Leaders who follow this recipe will create experiences where both employees and customers will feel and see the difference. I look forward to sharing this book with both my team and podcast listeners.”


—Arthur Keith, managing director of The Statler Hotel at Cornell University and host of the What Do You Stand For? podcast


“Through entertaining anecdotes, relevant statistics, personal experiences and inspiring quotes, Taylor Scott encapsulates the heart of the hospitality industry and presents it to the reader as a valuable tool for becoming an effective leader in any walk of life. From his first visit to ‘Wally World’ as a child, to his rich career in hospitality, Taylor shares his valuable experiences with warmth and intellect, and even supplies his readers with action plans at the end of each chapter to implement his lessons in the workplace. Both emerging and experienced leaders will benefit from Leading with Hospitality by learning to Connect, Serve, Engage, and Inspire!”


—Doug Lord, General Manager at Pyramid Global Hospitality


“Emerging leaders are cautioned to lead by example, be authentic, and seek advice from experienced leaders. All good insights, but when and where do you go to fulfill this quest? With a proven passion for hospitality, Taylor Scott, writes for those who want to expand their leadership horizons. His latest book is for the readers who are seeking advice, looking to expand, and who want to see the world in a more positive light. A virtual buffet of great examples, shared experiences, stories of success and failure, Taylor has given his followers a practical guide to growing their own leadership style.”


—Larry Ross, PhD, emeritus professor at Barnett School of Free Enterprise, Florida Southern College


“Leading with hospitality is a much needed topic to explore in today’s business landscape and an excellent foundation for any leader. Taylor does an amazing job at illustrating the topic and style through his gift of storytelling and relevant experience, while tying in real-world examples and exercises. I highly recommend this book to tenured and emerging leaders, looking to lead with purpose and hospitality.”


—Sonny Ritacca, president of Advanced Sales Consulting


“Taylor captures the spirit of hospitality and purpose of leadership in this wonderful read. The same emotional intention used to craft truly great customer experiences can be used to deliver an equally great employee experience.”


—Shane Green, internationally recognized culture coach, author of Culture Hacker, and president and founder of SGEi and founder of LXbD


“I had the pleasure of working alongside Taylor and can speak firsthand to his unique ability to connect and lead with heart. Lead with Hospitality will equip readers with principles to inspire their teams to bring true hospitality into action.”


—Rick Jordan, senior director of talent acquisition at Dick’s Sporting Goods
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For the next generation of leaders,
passionate about connecting, striving for self-mastery,
serving, engaging, coaching, and inspiring.


It’s your time.


Welcome.









FOREWORD


You’ve likely experienced amazing hospitality from a restaurant, bar, hotel, resort, theme park, airline, or casino. The experience left you emotionally connected to the brand, the people who served you, or perhaps even connected to the people who joined you for the meal, hotel stay, flight, craft cocktail, beer, or simply a glass of wine.


Those feelings inspired you to tell stories and reminisce about it. And you were compelled to visit again and again, engaging on a deeper, more personal level with each additional experience. The feelings and emotions the experience sparked on the inside compelled and inspired you into action on the outside.


It’s also likely that at this point in your life and career, you’ve experienced inspirational leaders who’ve helped, taught, encouraged, coached, and inspired you to get outside your comfort zone, or motivated you to become the best version of yourself.


What was it about their leadership styles, their character as human beings, or the environment they created that inspired you to do more for your team and ultimately for your own growth, personally or professionally? I’d be willing to bet it was how those leaders made you feel.


Taylor Scott has written a book creatively linking the essence of gracious hospitality to the foundations of inspiring, transformational leadership. As you read each chapter, you’ll experience Taylor’s own brand of leadership and hospitality as he unpacks proven leadership principles, inspirational stories, and actionable applications for how you can transform jobs into meaningful work for those you lead, and inspire them to do their best work.


What’s special about this book is that Taylor’s style of writing aligns with how he recommends leading, which is to connect, serve, engage, and inspire, in that order. You’ll feel a personal connection with his relatable authenticity. You’ll be well served with the leadership and life lessons he shares. You’ll be engaged as he encourages you. And you’ll certainly be inspired by his gift of storytelling.


Before my career as an author and speaker, I owned and operated restaurants myself. I understand the mental, physical, and emotional demands of the hospitality industry as well as the brand of leadership it takes to continually connect with and inspire teams to achieve and deliver desired results. That’s why I have so much respect and admiration for Taylor’s dynamic ability to lead teams in various lines of business for world-class hospitality and entertainment organizations such as the Walt Disney Company, Gaylord Hotels and Resorts, Wynn Resorts, and The Cosmopolitan of Las Vegas.


When Taylor reached out to connect with me, I sensed his passion, purpose, and sense of urgency to get this book into the world so that he could connect with and inspire as many people as he could at a time when people need inspiration the most.


My life’s work and underlying purpose is to write books, create learning experiences, and deliver inspirational keynotes on the power of positive leadership. Positive leaders can change the game for any team, organization, or company because they drive positive cultures.


Follow Taylor’s positivity, advice, and recommendations for how to lead with hospitality in your heart, and you’ll be not only in the driver’s seat of the energy bus in your organization but also in your own life.


Thank you, Taylor, for showing us how leading with hospitality helps us make a positive impact, have fun, and enjoy the ride.


—Jon Gordon


Bestselling author of The Energy Bus,


The Carpenter, and The Power of Positive Leadership









INTRODUCTION


Summer Grace graduated from college a few years ago, excited to begin her career. She was thrilled to find a job with a reputable brand in an industry she had been interested in since high school. Since she started, her career has been an up-and-down adventure.


During the interview process, it felt like she and her future boss, Derek, had known each other for years. Through two phone conversations and one in-person meeting, Derek expressed what felt like a genuine interest in Summer as a person, not just as a potential employee. He wanted to understand everything he could about how and where she grew up, her favorite sports, and most importantly, her future dreams and aspirations. The two immediately connected.


Summer answered his questions, sharing bits and pieces about who she was and what she wanted to do. Derek listened attentively and then shared more about his career and vision for the future of his organization. Her enthusiasm grew as she envisioned a future with him as a leader. Accepting the job offer was simple and stress-free.


In the middle of her commute to work one day a year later, she reflected on her experiences up to that point. In her first few weeks, she had connected with Derek and her coworkers. She quickly and easily made new friends, especially with one colleague, Amanda. Training was fun, insightful, and made her more excited about her newfound company, colleagues, and community. She was a nervous wreck at first, but those nerves quickly gave way to confidence. When Derek and others touched base to make sure she had everything she needed, she felt important. She was certain she belonged exactly where she had landed.


Over the months, Summer’s confidence in her ability to perform, succeed, and grow had soared. The more time she spent with her new friends in the office, the more connected she felt. Most nights on her way home, she’d call her mom with updates on the exciting projects she was assigned and inspiring conversations she enjoyed with Derek and her coworkers. She was full of passion and purpose.


Summer’s team, her peers, and even partners in other departments loved her. Everyone called Summer when they felt down. She encouraged them and lifted them up. She came in early, stayed late, and remained available on weekends, ready to lend an ear to those who needed it.


But, slowly, she noticed a shift in her boss. Derek was less available. Even though she worked harder and delivered better results than anyone in her group, it never seemed good enough. The harder she worked, the more Derek questioned everything, from her approach to her performance. The communication and connection she had experienced those early months gave way to sparse, sporadic conversations, and no more one-on-ones with Derek. His negativity and lack of interest made her feel uncomfortable and judged every morning as she walked through the doors.


It seemed like she wasn’t the only one. Her coworkers gradually became nervous and worried about the future. Some of her colleagues started finding other jobs.


She became aware with blinding clarity why coworkers had turned to her when they felt down. Summer was more of a supportive leader than Derek, so they reached out to her for encouragement more than they reached out to him.


Summer’s industriousness gave way to complacency. Her sense of purpose and determination to give her best all but disappeared. The enthusiasm that had fueled her before was replaced with bitterness. She usually was the positive one, the encourager. She no longer possessed the emotional energy to be the cheerleader, advocate, or uplifting teammate she once had been. Gradually, the only reason her leaders called were during those infrequent moments when they told her what was wrong with her work and what assignments were late.


Perhaps more disappointing, Summer’s confidence was shaken. She always counted on it to propel her through any doubts or fears. Two weeks ago, she had felt defeated. Summer had gone home and applied for twelve jobs online. She had gone to four interviews and received a job offer. Wondering why she’d lost her energy and enthusiasm, Summer was torn between taking a new job she wasn’t sure about, or staying in the job she once loved but had grown to hate.


Just then, Summer’s phone buzzed with an incoming call from her friend and former coworker Amanda. She exited the freeway and pulled into a parking lot to answer. The two had become close during training and remained friends since Amanda had left the company six months prior. The job offer was why she wanted to talk to Amanda. She needed advice. Summer needed to talk to someone who understood.


Amanda was happy to carve out time.


Summer explained to Amanda how things had gone south over the last year.


Amanda knew what was coming, but she let Summer get it off her chest. She always listened empathetically, which is why Summer’s relationship with Amanda developed so quickly and remained intact despite Amanda’s departure from the company.


Amanda asked, “Why did you start looking for new jobs?”


Her left hand rested on her forehead as she captured the tears escaping from the corners of her eyes. Summer said, “I don’t like how Derek makes me feel.”


With an empathetic tone, Amanda said, “I didn’t either. That’s why I left.”


Summer accepted the new job offer the next day. She started over with a new company, new coworkers, and a new leader she hoped would encourage her, guide her and make her feel better about herself, her role, and her opportunity for professional and personal growth.


Leaders of the Next Generation, We Have an Opportunity


If you relate to the parable of Summer, Amanda, and Derek, you’re not alone.


O. C. Tanner Institute’s 2020 Culture Report says, “If offered a job at a different company with a similar role, pay, and benefits, a little over half (59 percent) of employees would accept the job.”1 So as you read this (at least at the time of this writing), over half the workforce is looking for greener pastures.


There’s more.


Millennials, who comprise over half of the American workforce, say they’re hungry to learn so they can become better, more impactful leaders. They, along with Generation Z, now starting to enter the workforce, aren’t receiving the education, mentorship, and inspiration they deserve to achieve the career fulfillment they desperately desire. Not surprisingly, the Gallup organization reveals that an overwhelming majority of employees are disengaged.2


According to Work Institute’s 2019 Retention Report, turnover is anticipated to hit record highs, costing US companies over $600 billion. One in three workers is projected to voluntarily leave their job each year by 2023.3 People are willing to start over, leaving their former company on the never-ending treadmill of replacing, restructuring, and rebuilding their teams and organizational cultures.


Analysts estimate employee turnover costs approximately $15,000 per worker. Half of employees who voluntarily left a job in 2018 went looking for greener pastures due to a lack of career development, no work/life balance, or as a result of a manager’s behavior. All things that good leadership has the potential to change.


Fellow leaders and future executives, business owners, and entrepreneurs, we have an opportunity here. We know we can do better. We can and we will do better.


With the right mindset, frontline and middle managers can create productive, meaningful environments where employees feel safe and become their best selves, delivering their best work.


You probably know people like Summer and Amanda. They may be on your team. Or their story may be the same as yours. You expect more from your leaders and want to be better for those you lead. When people in leadership roles fail to actually lead, encourage, or make sure their teams feel valued, the most valuable people leave first. The company lost a top-notch producer willing to go the extra mile with tremendous leadership potential when Summer handed Derek her resignation.


My hope for you and for your organization is that everyone from your top performers to your up-and-comers begin to feel differently about you as their leader and, in turn, more encouraged and inspired than ever to deliver their best work for your organization.


Why We Need to Lead with Hospitality


Do you have a favorite hotel? What about a favorite restaurant, lounge, or bar? Is there a vacation destination that always makes you feel comfortable; almost as if you were at home? A favorite cruise line or ship? How about airlines?


Now that your mind is in vacation mode or enjoying thoughts about where you used to go with the family, is that one special hospitality experience, person, or place dancing in your head?


Why do we have favorite hotels, restaurants, bars, resorts, and even a favorite airline? Is it what we can do while there? Is it why we return again and again? Maybe it’s a little of both. Now think about the how. How do those hotels, restaurants, lounges, bars, or airlines make you feel?


The properties are amazing, and the products are top notch. They have a reputation for creating memorable experiences. However, they’re truly remarkable because of how they made us feel back then and how they still make us feel today. Those are feelings worth returning to over and over and experiences that give us great stories to share. Beyond the stories are the specific actions we’re inspired to take.


Before you know it, you’re spending more money at the lobby bar and booking another dinner reservation. You’re applying for the credit card aligned with the airline you love, so you can earn enough points to be a passenger on another flight.


And in all my travels and experiences, working with and for some of the most game-changing brands in the world, I’ve realized an interesting truth.


We love our favorite hotels, restaurants, lounges, bars, and airlines for the same reasons we love our favorite leaders and companies where we work or worked in the past. We love them because we feel connected to them, and that connection is almost always a function of how they make us feel.


That truth applies to the people on your team. So many people long for that feeling in their own lives and careers, to be led with genuine hospitality. This book is about the feelings that move people to move in purposeful and productive ways—including inspired action, peak performance, and of course, delivering results, all while making both money and meaning at the same time. My goal is to illustrate the connecting thread between genuine hospitality and inspiring leadership.


Lead with Hospitality is for leaders who strive to create relationships, a culture of belonging, and meaningful work for those they lead. It’s also for leaders who have accepted the challenge and responsibility of leadership because they care about people and they’re compelled to inspire, motivate, and transform groups of people into high-performing teams of people.


If that describes you, welcome aboard.


Why Should You Believe Me?


I love all facets of hospitality and leadership. Both inspire me to care more, love more, serve more, and do more for people. The only thing I love more than becoming inspired myself is inspiring others.


That’s why I wrote this book.


In 2003, the executive vice president of operations at Walt Disney World Resort was Lee Cockerell. He gave me some advice that I’ve taken seriously since the day we met all those years ago.


He said, “Spend the first ten to fifteen years of your career gaining as much experience in as many different lines of business as possible. Discover your true passion and then do that the rest of your life.”


Teaching, coaching, writing, and speaking are my true passions. However, I write books, inspire people, connect with audiences, and train up-and-coming leaders as a result of everything I’ve learned working, living, learning, and leading in the hospitality industry since 1998.


My twenty-year journey in thirty seconds sounds like this:
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Throughout my professional career I’ve been blessed with opportunity after opportunity to work for and represent some of the most highly sought-after, game-changing brands in the world. I didn’t always realize it at the time, but each career stop has in some way, shape, or form positively changed the game for people inside and outside their organizations. For more on this, please see the appendix.





Along the way, I attended graduate school at Cornell University’s School of Hotel Administration. And today, as an author, speaker, and leadership-development consultant, I’m hired to teach, coach, and inspire teams and leaders across the country on the topics of leadership, teamwork, and personal growth.


As mentioned, I love it all: from hotels to bars to restaurants to airlines to rental car, and yes, even retail, with those crazy hours. I’ve flipped burgers, worked a fryer full of chicken fingers, stocked shelves, worked cash registers, operated theme park attractions, checked people in and out of hotels, made beds, cleaned toilets, folded laundry, parked cars, delivered luggage, served food, and served people.


I’ve led teams in housekeeping, bell services, front desk, travel-industry sales, casino marketing, vacation-ownership sales, and private-club sales. I’ve opened four mega-resort hotels on grand-opening teams, launched brands, and developed online marketing platforms. This journey has taken me from a small town in eastern Kentucky where I grew up, to experiencing life in central Florida, south Florida, upstate New York, Las Vegas, and Southern California.


I consider myself blessed beyond my wildest dreams because, before I lived or worked anywhere, I first dreamed of living and working in all these places. The journey hasn’t always been filled with rainbows, pixie dust, butterflies, and cocktails with a view. It hasn’t been without failure, worry, doubt, or fear. I’ve simply experienced enough, good and bad, to share with you what works and what doesn’t work, as it pertains to becoming a successful leader, inspiring people, and enjoying your own life.


Who This Book Is For


Early in my journey I had lofty but, in my mind, achievable career goals. I wanted to become a leader of people, creating positive, innovative change in exciting places for great companies.


Perhaps you share similar career and life goals.


I remember wondering how in the world I’d ever get noticed and then get selected so I could give all I could to positively change the game for people and the companies where I worked. I read many great books that inspired me, challenged me, and taught me.


This book is for you if you’re new to leadership in any industry. If you recently received a promotion or the opportunity and responsibility to lead people but you don’t know where to start, this book will help. It was also written for senior leaders of organizations who value these traits, and would like to inspire, educate, and coach leaders in their organizations to lead with hospitality, putting into practice the thoughts, ideals, and tactics you’re about to read and experience.


This book is for you, to lift you up, inspire you, challenge you, and teach you how to get noticed, get selected, and give your heart so you completely change the game for your team and yourself.


Here’s a Preview of What You’re about to Read


This book is divided into four parts:


Part One: Connect


Part Two: Serve


Part Three: Engage


Part Four: Inspire


If any one of these steps is taken out of order, it compromises a leader’s ability to appeal to the specific emotions that give people the energy and enthusiasm to move, take action, change behavior, become their best, or deliver their best work. When leaders first connect on a human level, teams open up and feel welcome, comfortable, and important enough to take risks and do their best work.


For example, if you try to coach and inspire before you’ve earned enough respect and credibility to do so, your message will fall flat, and people will distance themselves from you. Spending time and energy connecting with people on a personal level and attending to their needs first before asking anything of them earns you two things: respect and credibility. We’ll unpack how selflessly serving others by giving them your time, talent, and heart will pave the way for you to lead yourself and others to success and happiness at work and at home.


Throughout these pages I’ll share stories, illustrations, and applications to change your relationships at work and home, which will, in turn, change your life. In each chapter, you’ll read stories from my own journey as well as stories of great leaders from a variety of professions who show how the principles of gracious hospitality can be put to work. Each of the book’s four parts ends with specific prompts and exercises you can use to put these ideas into action right away. The coolest part is it’ll also change the lives of those you lead, which is why we all accept the responsibility of leadership.


My hope is this book will provide you with an inspirational and efficient roadmap for leading your teams and yourself to success.


Leadership Can Be Different and a More Meaningful Experience for Everyone


For the next generation, leadership can be different and better than it’s been in recent years. The culture where you work can be better. Turnover rates could be cut in half. Productivity among your team and in your organization can rise. The people you lead will do more, become more, and deliver much more with your leadership.


O. C. Tanner Institute’s research reveals progress was made between their 2018 Culture Report and the most recent 2020 Culture Report. While we’re moving in the right direction, we still have work to do in the 2020s and beyond.4


Here’s what their research tells us about the slight progress from 2018 to 2020 in how employees felt about their workplace culture:
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While the progress is encouraging, you can see how many employees are still feeling like Summer and Amanda. Inevitably, many people feel like you may have felt in a past or current role, with an uninspiring leader. Maybe you even feel that way today. Perhaps your employees or those you lead feel this way.


Whether you’re helping your organization rebuild or bounce back, or even if you’re leading your team through a season of growth or preparing yourself for personal and professional growth of your own, this is your opportunity to meet this moment. With simple changes to your approach, you can change how people feel about work. When you influence and change how people feel, you’ll change what people do. Even more impactful than changing what they do, you’ll change how they do it. They’ll do more, become more, and deliver more, for you and on your behalf, because of how you make them feel.


I wrote this book to inspire and encourage you to change how your employees and your organization feel about work. As you change how they feel, you’ll feel better. The better you feel, the better they feel, and the more successful and happier everyone will be.


Bad days can be transformed into better, more inspiring days when you lead with hospitality.


Change Lives and Make a Positive Impact


You could be that leader who changes someone’s life, making a positive impact so they become compelled to inspire someone else. That’s the magic of leading with hospitality in everything you do.


It’s contagious, and it’s meaningful. You could be the leader who finally brings your team to the next level of productivity, profitability, or purpose your organization needed from your predecessors but simply hasn’t experienced for years.


In the process, you’ll be noticed by your leaders, and selected for more projects, promotions, and exposure. As you give your heart to others, you’ll change the game for yourself and your organization. If you want to
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then you’ve picked up the right book.


Maya Angelou was on to something when she famously said, “At the end of the day, people won’t remember what you said or did. They will remember how you made them feel.”5 For those of us who lead with hospitality, the quote above is especially resonant.


This book is about how to make your greatest asset in business and life—your people—feel welcome, comfortable, and important. Magic unfolds when you intentionally lead with hospitality.


So welcome! Thanks for picking up this book. Together, we’ll unpack this simple principle of leadership—before anyone is inspired to do anything, they must first feel something.


For the next couple hours, the most important person in my life is you. My passion is to encourage people with uplifting stories and experiences. My purpose is to help leaders like you transform ordinary jobs into meaningful work for those you lead. Leading with hospitality inspires new levels of activity, productivity, and profitability for your organization. In this way your teams, your organization, and you will enjoy success and more meaning at work and in your personal life. You opened this book for a reason, and you’re the reason I wrote it.


Sit back, relax, and enjoy the ride.
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