
Effective hospitality leadership: moving from an operational mind-set to a strategic perspective 

A growing trend within hospitality is recruiting leaders from other industry sectors such as airlines 

and fast moving consumer goods because it is perceived that they can deliver a strategic rather than 

operational style of management.  Although the core values of customer service must be maintained 

at any level on the luxury hotel career ladder, managers aiming to move into more influential roles 

need to adjust their approach to reflect the changing market. 

Operational vs Strategic 

Poor customer experiences can drastically impact on revenues so it is easy to understand how 

managers can get caught up in day-to-day operations, to ensure customers remain satisfied.  

Concerns like ensuring housekeeping finishes ahead of check-in and the bar and kitchen stay fully 

stocked are essential.  But for those in leadership roles, new challenges arise. 

The nature of the hospitality industry has changed dramatically over the last decade.  The 

widespread use of social media and digital marketing means the customer’s experience rarely starts 

and finishes at the front-desk.  Luxury hotels no longer compete solely with one another but with 

alternative accommodation suppliers like serviced apartments and AirBnB.  Online travel agents and 

revenue management have become crucial considerations in strategy development.  These 

challenges require managers to start thinking strategically about how their hotel is impacted and 

what they can do in response. 

What is a strategic perspective? 

This involves a transition to thinking more analytically with a wider, long-term view.  Talented 

hoteliers who have dedicated their careers to tending to the daily details may find it difficult to 

adopt this perception shift.  A singular approach, however, isn’t enough when these individuals 

reach the next level.  If a hospitality leader fails to partner their past experience with a strong, 

strategic understanding of their business’ current position and its future direction, a plethora of 

issues will ultimately impact on the success of the business.   

There are three key traits that will help ambitious managers switch from a day-to-day approach to a 

strategic perspective:  the determination to continuously learn and develop, the ability to drive 

innovation and an openness to new technology.   

Learning and development 

One way in which organisations can help employees develop their business skillset is by putting 

them forward for executive education. These programmes are run by universities and involve the 

employee taking some time out of their role to study and complete assignments which often relate 

to their own organisation.  International academic partners and students work together, sharing 

their insight and expertise.  This helps participants gain the essential global perspective required to 

create and deliver successful long-term strategies.  An alternative route is bringing management 

training professionals into the business to deliver bespoke workshops, tailored to the teams' specific 

development needs. 

Driving innovation 

In a market where heritage is often a core component of brands, new processes may be met with 

reluctance by those unwilling to change.  However, with competition and economic restraints 

impacting on even the most profitable companies, it is crucial that businesses within the luxury hotel 

market become more agile to remain profitable.  In order to help potential leaders start thinking 



innovatively they should try to create a culture of intrapreneurship; encouraging employees to 

behave like entrepreneurs whilst working as part of a bigger organization.   

This concept is especially popular with leading technology businesses like Google and Apple.  

However, other industries, including hospitality, are beginning to catch up.  A simple way to get the 

ball rolling is by holding weekly business improvement brainstorms where everyone’s ideas are 

heard.  This environment will nurture and support ambitious employees, empowering them to solve 

problems and drive positive change for the entire company - all core qualities of a strong hospitality 

leader.  Additionally the consistent inflow of fresh ideas will lead to better business processes. 

Embracing new technology 

In the age of constant connectivity, rising stars in the luxury hotel market need to be advocates for 

new technology, educating and engaging other staff on how to get the most out of it.  To advance to 

a strategic level, senior staff need to be aware of how competitors are using technology and what 

opportunities they are missing out on that can be taken advantage of.  Potential leaders must learn 

to analyse the pros and cons, rather than jumping on the bandwagon of the latest trend, so that they 

invest wisely in the technology that will streamline operations, improve the customer experience 

and generate a return on investment. 

By creating a culture that encourages your team to continuously learn, drive forward ideas and 

champion new technology, you will be equipping them with the knowledge, perspective and skillset 

they need to anticipate and react to strategic developments.  And you will be nurturing those who 

have progressed their career in your company and understand the meaning of luxury hospitality.   
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