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PRAISE FOR GIVE HOSPITALITY


“Give Hospitality serves as a powerful tool for all leaders who strive to make the workplace a more connected and understanding environment. Taylor is a talented student of leadership and does an extraordinary job showing how far generosity can get you.”


—Ken Potrock, President, Major Events Integration, The Walt Disney Company


“Taylor does a wonderful job capturing the foundational elements of great hospitality—culture, mutual respect, and teamwork—in an informative, compelling, and entertaining format that showcases his deep understanding of our industry. This is a great read for anyone entering a career in hospitality, or for those looking for a beautiful reminder of what makes this industry so special.”


—Scott Taber, Senior Vice President, Global Hospitality, Four Seasons Hotels and Resorts


“Taylor provides clear direction and tools to create deep connections across a team. By using this road map, which is rooted in simple yet meaningful conversations, a culture of hospitality can be fostered in any team, in any industry and the results are bound to translate to the employee and customer experience.”


—Abigail Charpentier, Senior Vice President and Chief Human Resources Officer, Aramark


“This story not only captures the magic of the Aloha Spirit, but it also GIVEs all of us a road map for how to inspire others to deliver heartfelt, memorable hospitality to our guests, customers, clients, and especially to the people we lead.”


—Scott Amasio, Director of Sales, Disney Vacation Club


“Taylor’s writing reminds leaders and teams to learn from negative experiences in our past while looking to the future with inspiration and optimism. This book has a magical way of teaching lessons for how to live and work generously, while feeling like you’re on the beach having a conversation with a friend.”


—Amy Svendsen, Director of Sales and Marketing Compensation, Hilton Grand Vacations


“Our leadership retreat with Taylor was a hit. He brings a unique blend of fun, passion, comprehensive knowledge, and Edutainment to sessions in real life just as he conveys in this book. True to Taylor’s style, the Give Hospitality story is entertaining, inspiring, and provides an actionable guide for any leader in any industry to create a culture of generous hospitality on their team.”


—Erik Palmer, Vice President of Operations, Highgate Hotels—New York


“Over the years, I’ve seen Taylor transform teams by helping leaders understand the power of emotional connections, meaningful recognition, and instilling a shared sense of purpose. His approach to Coaching with Grace, Grit, and Intention teaches leaders to strike a balance between compassion and determination, guiding their teams to overcome challenges with strength and intentionality. Taylor doesn’t just focus on results—he focuses on the people behind those results, helping them grow and thrive. Give Hospitality and the story of Summer Grace and Kauwela Resorts paints a perfect picture of what the magic of generosity and hospitality will do for any culture, in any industry.”


—Kimberly Isely-Pesto, Senior Manager, Training Delivery Strategy and Execution, United Airlines


“In Give Hospitality Taylor Scott truly embodies the transformative power of kindness, compassion, and leadership in the workplace. Through engaging storytelling and practical insights, Taylor demonstrates how a culture of generosity and hospitality can elevate both employee satisfaction and guest experiences. This inspiring read is a blueprint for leaders seeking to create meaningful work environments and deliver exceptional service. I had the pleasure of collaborating with Taylor on a client engagement and witnessed firsthand how his inspiring approach motivated the team to strive for excellence, both personally and collectively.”


—Joanna Dissin, Director, Workplace Experience, Jones Lang Lasalle


“I’ve had the pleasure of working with Taylor over the years as well as enjoying his previous books. This is the best example yet of him sharing his experiences of giving hospitality. The book contains activities easy to consume and practice while providing the reader rich stories transferable across every industry.”


—Chris Arnett, Senior Director, Brand Standards and Compliance Strategy, Choice Hotels International


“If you’re seeking to elevate your leadership and inspire your team, Give Hospitality is an important read. Taylor Scott offers a unique leadership onboarding process that encourages self-reflection and actionable growth. In an era of toxic workplaces, his fresh perspective provides a positive model for effective and authentic leadership.”


—Alexander Koch, Global Vice President, The Cornell Hotel Society


“Give Hospitality is the book you need to reaffirm your passion for the hospitality industry! It is an inspiring and easy read for individuals and teams who want to create inclusive and unforgettable experiences for guests.”


—Mia J. Blom, HBCU Hospitality Lecturer


“Seasoned leaders and emerging leaders alike will find this uplifting story relatable and incredibly actionable. For leaders looking to create a positive, inclusive, and hospitality-centric culture, this inspiring story is the perfect guide for all of us.”


—Amber Moshakos, President, LM Restaurants


“Our team has laughed more, smiled, been more engaged, and we’re definitely feeling more fulfilled at work since using the actionable applications Taylor provides in this book. I have found his books and energy to be very encouraging in this challenging time in healthcare.”


—Laura Hagley, Senior Director of Quality, Dartmouth Health


“The story of Summer Grace and Kauwela Resorts reminds all of us that we’re more alike than we are different. Whether you’re a leader of people, a member of a team, or an educator, on any level, this book—the timeless leadership principles, the story, and especially the very relevant and practical applications—will help all of us create a more inclusive world at work, at home, and in the communities we serve.”


—Joseph E. Hochreiter, Superintendent of Schools, City School District of Albany, NY
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ALOHA



Summer Grace intentionally left a job that started off as a great experience but over time deteriorated as the organization’s toxicity revealed itself repeatedly. Her former leader made her feel less than and, in a word, uncomfortable. She was recently invited to join Kauwela Resorts* in a leadership role as a front desk manager, but she was weighing her options before accepting.


Summer Grace has always had an appreciation for hospitality, travel, and tourism experiences. Growing up, some of her fondest memories and most magical moments with family and friends were times spent together at restaurants, hotels, and resorts on short but memorable vacations.


Summer Grace was in her mid-thirties, and for her entire professional career she’d received feedback that she always presented herself with grace, class, and just the right amount of passionate, spunky fire, which tended to elevate others around her and keep her own leaders on their toes. She had grown to love and appreciate that feedback and leaned into carrying herself with both grace and grit. She was always that person who had friends from all different races and places, and she tended to be that person others could turn to for advice, encouragement, or just a genuine good time. She loved fashion, music, basketball, reading all types of books, staying as physically fit as possible, and she loved a good happy hour moment at a hotel lobby bar or restaurant. Growing up the eldest of four siblings, she was a natural leader, having honed her leadership skills much earlier in life than most as she often was left in charge when both of her parents traveled frequently for work. She was as beautiful on the outside as she was on the inside. She wasn’t always confident growing up, but in this season of transition, she felt like she was finally coming into her own. She knew who she was, and for the first time, she knew who she wanted to further blossom into—personally and professionally.


While she still had no idea what the word Kauwela meant just yet, Summer Grace was considering Kauwela Resorts for several reasons. Stories of Kauwela Resorts have long been told in trade magazines, books, articles, and through their inspiring ads and commercials. Summer Grace followed Kauwela Resorts on social media, experienced a couple of their properties during a few amazing long weekends with her friends and family members, and connected to the brand on an emotional level because of the memories she’d made over the years. Every experience and every story, whether it was a simple cup of coffee, a cocktail experience at the lobby bar, a long weekend hotel stay, or simply a brief sizzle reel on a Kauwela Resorts commercial, always left Summer Grace feeling happy.


As she weighed options for her next career move, Summer Grace and a group of her closest girlfriends booked a trip to the Kauwela Resorts property that offered her a job. Before signing her offer letter, she wanted to experience it firsthand to see if she felt the magic.


Though it would be a fun trip, she was nervous and arrived at the airport early to make sure her TSA PreCheck was intact before braving the security checkpoint line. For some reason it wasn’t populating on her boarding pass when she checked in on her airline app. The customer service representative at the counter settled those nerves right away, resolving the issue with a simple fix in what Summer Grace thought was a very pleasant interaction. An hour or so later, she was on board her flight and settling into “Long Weekend Mode.”


As soon as the flight attendants made their first appearance with the beverage cart, Summer Grace thought, Why not get things started off with a mai tai. After all, she knew Kauwela Resorts celebrated Hawaiian culture, so she wanted to get in the spirit. With each sip, she was getting more excited to reconnect with her best friends. Beginning to daydream about the afternoon she’d have at the pool, she noticed the beverage napkin read “Mālama.”


Her favorite airline was known for their many routes to and from the Hawaiian Islands. This could be a sign, she thought. As she read the napkin, she learned the meaning of mālama in Hawaiian—“to care for.” It was the airline’s way of welcoming their guests and passengers while also sharing the story of how they’re committed to the rebuilding efforts on Maui after the tragic fires decimated the beloved harbor town of Lahaina. Summer Grace visited the website link listed on the napkin and after reading stories about the widespread generosity and outpouring of love for Maui, she donated right then and there, at 35,000 feet. It just felt like the right thing to do.


ALOHA IS MORE THAN A WARM GREETING


During her three-day-long weekend at Kauwela Resorts with her girlfriends, Summer Grace was inspired by the beauty of the Aloha Spirit. She could see and feel it in every interaction with the Kauwela Resorts team. While at the resort, she not only learned about the storied history of the Hawaiian Islands, but also just how powerful the Spirit of Aloha really is.


She was especially inspired by a series of interactions that organically turned into a full-blown friendship with a bartender from Maui’s historic harbor town of Lahaina. Pua was her name, and she always had a beautiful yellow hibiscus flower tucked perfectly behind her right ear. She engaged Summer Grace and her girlfriends in amazing conversations in the most unassuming, yet magical, way. Their multiple lobby bar experiences were the best part of the trip, with the view of the sun setting over the Pacific Ocean and perhaps the most beautiful, yet subtle flower arrangement on their table, which seemed to lift everyone’s spirits each evening.


Through conversations each night, Summer Grace and her friends learned from Pua the true meaning of Aloha.


They learned this magical word meant more than just a warm greeting.


The more Pua shared, the more curious and inquisitive Summer Grace and her girlfriends became. Pua told them powerful stories that had been passed down for decades in her hometown of Lahaina, on Maui, Hawaii’s “Valley Isle.” Before Pua left for the evening on their last night, she brought Summer Grace and her friends a square card, slightly larger than a postcard, which explained more about the Spirit of Aloha.


Pua was as great of a conversationalist as she was a mixologist. When she shared that the Spirit of Aloha was at the core of everything they do at Kauwela Resorts, Summer Grace knew she wanted to be a part of it. Staring at the fresh flowers on the table, with the sunset in the distance, she reflected on the values of kindness, compassion, encouragement, hospitality, and leadership.


Those values resonated with her because each of them reflected who she wanted to become in her life and career. She’d always found a sense of purpose being the person to lift the spirits of others, like beautiful flowers light up an otherwise gloomy day.
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Since her personal values aligned with those of Kauwela Resorts, she made the decision to join the team as a front desk manager. When she returned home after her insightful and inspiring trip, she signed her offer letter and began preparations to start her new job, hoping this one would be better than the last.



SUMMER GRACE AND PUA RECONNECT, THIS TIME AS TEAMMATES


When Summer Grace first walked back into the lobby to begin her journey at Kauwela Resorts, the first person she saw was Pua. As the two locked eyes from across the lobby, genuine smiles on both of their faces lit up the room as Pua welcomed her former guest turned new teammate back to the property.


On her way to check into the hotel for her two-week orientation, Summer Grace reconnected with Pua.


“Thank you so much for the gracious hospitality you showed my girlfriends and me when we stayed here last month. I’ve been in a rough season of transition, unsure of what to do or where to go next with my career, and the conversations we had lifted my spirits and brightened what would have been a gloomy three days filled with self-doubt. I love flowers in every season—good, bad, ugly—and each night when we spent time with you in the lobby bar, you brightened my spirits just like flowers always cheer me up when I’m down.”


Summer Grace was a little uncomfortable being that vulnerable so early in her experience, but she leaned into it anyway. Somehow, this just felt right.


With her warm smile, Pua replied, “Aw, well, I’m so glad you had an uplifting stay with us, and I heard you were joining our team! I’m so excited to work alongside you, and please don’t be a stranger. I’m here for you as you transition. So, anything you need or if you have any questions, you know where to find me.”


Pua was just as warm and uplifting in that moment as Summer Grace remembered from their prior interactions on her long weekend trip. This time, they were teammates!


“One more question that I forgot to ask: What does your name—Pua—mean in the Hawaiian culture?” Summer Grace asked.


“Flower,” Pua said, with her usual grin stretching from ear to ear.


With a lump in her throat and tears welling up, Summer Grace smiled right back, and said, “Yep. That makes perfect sense. I’ll see you later, I’m sure. Thank you again.”


While she was still a bit nervous to begin her new career at Kauwela Resorts, the short yet impactful conversation made her feel welcomed and more comfortable. She couldn’t help but notice these subtle signs—mālama, and the story of its meaning on the napkin that inspired her to donate; her mai tai that seemed to put her on island time; and now Pua’s name meaning “flower.”


As she walked to the front desk to check in, she smiled.


SUMMER GRACE’S WEEK ONE EXPERIENCE AT KAUWELA RESORTS


Kauwela Resorts was committed to creating meaningful experiences for guests and employees alike. Creating memorable experiences guides everything they do, including how they welcome newly hired leaders and team members into their community. Summer Grace’s first two weeks on the job were quite different from anywhere she’d worked in the past. Rather than sifting through a mountain of paperwork like the last time she started a new job, Summer Grace’s experience started with a series of conversations and actual experiences in various parts of one of the brand’s hotels. Most importantly, she connected on a personal level with other people starting in their new roles with Kauwela Resorts.


Shopping, dining, recreational activities at the resort, cocktails at the lobby bar with Pua, and meals every single day in their signature restaurant, Gracious Café, filled her mornings, afternoons, and most evenings of Week One.


Her only task was to simply experience the Kauwela Resorts vibe that so many guests and employees had grown to love and share stories about time and again.


Each day, Summer Grace returned to her guest room filled with hope for what she knew would be a fulfilling journey—being a part of the Kauwela Resorts leadership team. It felt so refreshing given how toxic and negative her most recent employer was. Midway through that first week, she caught herself in a state of wonder as she could almost feel the Aloha.


What is it about this place, she contemplated, that fills people up with so much happiness and hope? Is it the beauty of the property? Is it the tasty food, the refreshing cocktails with a view, or the layout of the lobby, so open, welcoming, and inviting?


She couldn’t quite put her finger on just one thing that made the experience so uplifting. Her favorite part of the day was the end of each night, hopping into the freshly made bed that only great hotels seemingly know how to make so comfortable. On the final night of Week One, she’d get a solid night’s rest before starting Week Two of her new job.


SUMMER GRACE IS CURIOUS, EXCITED, AND NERVOUS ALL AT ONCE


Week Two began with a one-on-one conversation with Arthur, her general manager and new boss. Arthur lit up every single room he entered with his presence. That was one reason every new hire orientation for leaders joining Kauwela Resorts took part in the two-week immersion at Arthur’s property. It was by design, as the corporate office loved the way Arthur and his team welcomed new team members into the Kauwela Resorts family.


Right away, Summer Grace noticed that his smile was visibly genuine. It was glaringly obvious that the smile everyone saw on his face was connected directly to the love in his heart. He was just one of those people, Summer Grace thought to herself, who always seemed to bring out the best in others.


She had so many questions for Arthur, who had been a hotel general manager most of his professional life. She wondered how he’d been able to navigate his journey as a person of color, often in the minority in the industry. As a person of color herself, a Black female from Illinois, Summer Grace’s personal and professional experiences had been full of ups and downs. She thought Arthur had to have experienced similar feelings and emotions along the way. As curious as she’d ever been, and with nervous yet excited anticipation, Summer Grace was looking forward to learning how Arthur had been so successful in his career despite the challenges.


SUMMER GRACE MEETS ARTHUR IN THE HOTEL LOBBY


Summer Grace’s nervous anticipation heading into Week Two dropped a few levels as soon as she saw Arthur walking toward her from across the lobby. He’d wave to children and adults, team members and guests, and it was like the opening scene of a musical at Richard Rodgers Theatre on Broadway, as he charismatically picked up the lone piece of trash on the ground along the way while simultaneously making everyone in his midst feel special.


He seemed to glide across the lobby.


“Aloha, Summer Grace! How was Week One?” Arthur greeted with equal parts enthusiasm and hospitality. There he went, yet again, with that presence.


“Good morning, Arthur,” Summer Grace replied with an enthusiastic smile to match her general manager’s. “Well, it was just so very cool. Everything was great, from the food to my hotel room to my time spent with others in my incoming new-hire class at the pool. But what keeps me engaged and filled up with so much excitement for this new job is the way all your team members treat people. I found myself just sitting back, watching and listening. I have so many questions for you! How do you do that? How on earth are you able to get all these people—Black people, Latina people, Latino people, Asian people, Asian American people, White people, indigenous people, LGBTQ+ people, island people, and team members from all these different generations—to get along so well, let alone create such memorable experiences for your guests?”


“You’re very observant, my friend, and that’s one of the many reasons I invited you to come work with us. I get those same questions almost every day, from our guests as well as analysts, scholars, and consulting firms wanting to know our secrets. The reality is, it’s not just one thing, or even a few things. Instead, it’s hundreds of little things we not only do, but share with each other in our everyday conversations. So, rather than give you a boring lecture today, I’m going to walk you down to the Aloha Conference Room, where you’ll spend most of your time this week.”


“Okay, great. What exactly am I doing the rest of the time here in Week Two? I’ve already experienced all of Kauwela Resorts’ atmosphere, drinks, shopping, dining, and recreational activities. What else is there to experience?” Summer Grace respectfully asked.


“You want to know how we pull this stuff off, don’t you?” Arthur playfully engaged. “After all, you’ll soon be one of our most visible leaders at our most popular property to lead all this magic we create every day.”


“Well, of course, but that just seems like a lot of conversations,” Summer Grace replied with an inquisitive tone, which Arthur knew would eventually be quenched in her Week Two experience.



ARTHUR WALKS SUMMER GRACE TO THE ALOHA CONFERENCE ROOM TO MEET ARLENE AND NICK


“I’m taking you to the Aloha Conference Room where you’ll meet Arlene and Nick. They’re my friends who I met many years ago. They created a brand called Lead with Hospitality, LLC years ago, which inspired me so much when I first met them that I wanted to work with them to further the Kauwela Resorts mission and cause. We’ve been partners ever since.


“The Kauwela Resorts purpose is: To inspire selflessness, generosity, and hearts for hospitality so that jobs are transformed into truly meaningful work in a place where guests can relax, recharge, and reconnect over conversations about the things that matter.


“They have creative ways of teaching and inspiring, which they call Edutainment. I think you’ll really enjoy the conversations. You’ll connect with your new colleagues and teammates in a genuine and authentic way, which I believe will be right up your alley.”


Arthur’s whole demeanor changed, as if it could get any more positive, when he talked about Lead with Hospitality, LLC. “Their values aligned with my personal values and our Kauwela Resorts values, so we really connected on a human level. Their values are to connect, serve, engage, and inspire, in that order. We lean into our partnership with them and their like-minded approach to how we live, work, and love, as a reminder to take the focus off ourselves and redirect it, spreading love and Aloha to others. We adopted the Lead with Hospitality philosophy years ago around here, and it worked wonders for our culture, which continues to serve us and those we serve very well.


“We make it all about giving the best of ourselves to others, whether it’s fellow members of our team or our guests. It’s simple, but not always easy to deliver. However, we’ve found that at our very core, though we may look different on the outside, we’re all human beings with a need for relationship and good, old-fashioned community on the inside.


“Kauwela Resorts is what it is, and means so much to those who work here and play here because of one underlying thread woven intricately into everything we say and do. It’s about generosity—living, working, and even loving from a place of generosity in our hearts. It’s our way of saying, Give Hospitality to everyone you encounter.”


Arthur gave Summer Grace just enough to pique her curiosity but stopped himself right there. He didn’t want to take away from the magic of what brings any Lead with Hospitality, LLC experience to life, which are the conversations with people about the things that matter.


“So that’s it? Just a cool brand with an Edutainment style of facilitating conversations? That’s how you pull off all this magic and get people to treat each other so well?” Summer Grace was perplexed, and she wanted to know more.


Arthur laughed, almost as if he knew just how much Summer Grace’s experience was about to be elevated.


“Experiences are nothing more than stories told through acts of service, inspiring words, and, most importantly, the feelings we feel. So, we bring our very own culture of gracious hospitality to life and set out to inspire others to do the same with what we call Hospitality Conversations. That’s what you’ll do in Week Two, every day this week, with Arlene and Nick.”


“Got it. But what can we possibly talk about all day, every day?” Summer Grace giggled as she asked.


“You’d be surprised,” Arthur said as he opened the door to the Aloha Conference Room, where Arlene and Nick welcomed them both.





*Kauwela (pronounced KAH-oo WEH-luh) means “summer” in Hawaiian.


*“Hawai’i Law of the Aloha Spirit,” https://www.hawaii.edu/uhwo/clear/home/lawaloha.html.
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