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Introduction
Since March 2020, it has been difficult for the hotel
industry. As we enter a new year, it is certain that 2021
will inevitably bring more challenges.
So how can hoteliers continue to keep their team
focused, productive and motivated?
During the recent ReviewPro webinar, Hotel Leadership
& Planning in Uncertain Times, we asked Brian Tapson,
Cluster General Manager at Apex Hotels in London, to
share his leadership tips and insights for 2021. Here’s a
condensed version of our interview.
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About Apex hotels
We're a family business, born in 1996 in Edinburgh, with 10 four-star
hotels throughout the UK. Our purpose is to create memorable
experiences our guests will want to share. Our values are passion,
teamwork, friendliness, and trust. We like to think of our hotels as
members of the family, each with its own personality and style.
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How are you planning for the year when there’s so
much uncertainty?
Pre-Covid-19, the expectation of our owners was for us to focus on
productivity and long-term profitability. Then the pandemic interrupted our
lives. Today, we are slowly rebuilding the business alongside working on
our long-term goals and strategies. Covid has actually reinforced and
expediated several of the projects and strategies we already had planned
for 2020 and beyond.
A focus of ours at the moment is on deploying technology to enable and
streamline processes, including giving our guests the choice of digital or
online check-in. This includes a new PMS, ReviewPro’s guest messaging
and chatbot, as well as deploying ReviewPro’s Auto Case Management
system across our group.
Another big focus for 2021 is our people, especially with Brexit looming and
now more so than ever during the pandemic and thereafter.
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How are you keeping your team motivated, committed and
flexible?
Creating transparency

Clarifying expectations

Enabling our people

A key part of motivating people, I
think, is to create transparency, to
be honest and open with our
people. Communication is key. We
strive to be kind and humble and
to seek first to understand and
then to be understood.

It’s important to be clear about what we expect from our
team. We can’t always assume that instructions are
understood. Perhaps they are passed through
technology, a team meeting or email. So, we follow up
and have one-on-one conversations with people as well.
And, of course, in today's world it would be a sociallydistanced conversation. We mustn't ever forget the
importance of people contact. It helps avoid
misunderstandings.

We must provide the support, tools and
resources our team requires, be realistic
with expectations and provide relevant
learning and development programs. As
difficult as it may be financially at the
moment, it’s important to put significant
training budgets in place for the longterm to enable agile and slim structures.

Being inclusive
We utilize the skills and
knowledge of those around
us and allow ourselves to
learn from our team
members. And hopefully they
will be learning from us too.
We should be recruiting the
right people and then
motivating and inspiring them
to utilize their skills.

Encouraging a healthy
and competitive spirit
Make staff part of strategies
and processes, and they can
then celebrate their
achievements together with
us. We need to encourage a
healthy and a competitive
spirit and reward great
performance.

Confronting reality

Be accountable

At the same time, we have to
confront reality and have the
necessary and difficult
conversations with employees
when performance adjustments
are required. That means speaking
the unsaid, knowing that there
might be issues brooding, and
confronting them before they
become major issues.

As leaders, we need to be
accountable and to lead by
example. In return, we
should expect meaningful
accountability as well as high
performance from our team.
I think discipline therefore is
a must as well.
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What do you think are the most important qualities
for leaders at this time?
1.

Excellent communications. There's nothing worse than bad
communication. Perhaps top leaders receive certain instructions from
head office and we fail to pass those down and then we try and hold
people accountable. Communication at all levels is so important
throughout the organization.

2.

Emotional intelligence. Know how you're feeling and how to respond.

3.

Empathy & kindness. Be human and be real. That’s especially
important at this time when people may be experiencing struggles at
home, when some people may have lost loved ones and others may
be fearing the future. There are quite a few redundancies throughout
the industry. So I think that human kindness is so important.

4.

Proactivity, passion & resilience. We need to be thinking ahead. Covid
has disrupted our lives. We don't know how tomorrow is going to look,
or next week, or next year, but we still need to be proactive. We need
to be taking advantage of any opportunities that come our way. We
need to be passionate about what we do, because if we're not
passionate, how can we expect our team members to be? And we
need to be resilient, to be able to take things on the chin. We need to
believe in a better future beyond the now.
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What do you think are the most important qualities
for leaders at this time?
5.

Critical & creative thinking. It’s good to have those wacky ideas out
there, to think completely differently to how we've ever thought
before. But to be critical with that thinking as well, to make sure that
those end-to-end processes will work and be aligned with our values,
our culture and our purpose.

6.

Trust & transparency. I think the ability to create organizational trust is
one of the most important qualities for leadership today. We need to
create transparency throughout our organizations so that people trust
us and we trust them, and we recruit people who are aligned with our
values.

7.

Collaboration & negotiation skills. Obviously, there are many people
we have to collaborate with in order to meet the greater company
goals, be that head office or bus people who report in to you. And so it
goes down the ladder. That calls for strong negotiation skills and the
ability to get people to understand what we need to achieve, provide
input and give us alternatives if need be.
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What is your top recommendation for hotel leadership
when planning for 2021?
I think that it’s an important time, especially after lockdown and
as we build our businesses again, to re-evaluate and re-establish
our purpose, our values, our brand and our vision. They may not
have changed or they may have changed very much, but it's
important that we do what we say.
For both our guests and for our team members, some of whom
are coming to join the company and others have been with us
for some time, we must ensure that our purpose is echoed
throughout all our strategies, processes, systems, and guest and
employee interactions.

Thank you, Brian Tapson of Apex Hotels, for
sharing your wisdom with us!
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