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Leading the economy lodging
industry in happy owners.

Since 1962, we've been exclusively dedicated to economy lodging, and it all
starts with support for our owners. Join some of the happiest owners in the

industry by getting the support you need to find the success you want.

ECONOMY. IT'S WHAT WE DO.

See all 6 reasons to
franchise with us.

95% 92% 10+
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rate* satisfaction* of years of G6
owner tenure**

Hema Patel, Lake Charles, LA
Studio 6 Owner
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Payment processing that's simple, secure and
trusted by over 10,000 AAHOA Members

We've been AAHOA's preferred partner for more than 25 years. As the number-one merchant acquirer in the U.S./

processing $2.15 trillion globally? and backed by financial powerhouse JPMorgan Chase, our strategic payments experts,

solutions engineers and fraud specialists are here to help you.

With Chase you'll benefit from: e
- A dedicated lodging team % AAAOA
+ Preferred group rates CLUB BLUE
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+ 24/7/365 customer support
+ In-person, online and on-the-go payment options

Call 1-800-727-1872 or email
Team_AAHOA@chase.com today to learn more.

"Nilson ranking March 2023
2JPMorgan Chase Q4 2022 Earnings Presentation
Businesses are required to complete an application and agree to terms and conditions at the time of enroliment. All businesses are subject to credit approval. Merchant services are provided by

Paymentech, LLC (“Chase”), a subsidiary of JPMorgan Chase Bank, N.A. ©2024 JPMorgan Chase & Co. All rights reserved.
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B n About AAHOA

This Month

/
AAHOA WELCOMES A NEW CHAIRMAN
Last month, Miraj S. Patel, MBA, CHO, CHIA, took the helm
as.the youngest AAHOA Chairman in the association’s his-
tory. Miraj is a second-generation hotelier
who began his career in hospitality from
a young age growing up in his family’s first

30-room independent property. In this edi-
tion of Today’s Hotelier, he shares his vision

THANKS FOR JOINING and priorities for 2024-2025. Please join us
US IN ORLANDO in congratulating /and welcoming Miraj.
Just like Disney, AAHOACON24 was a See article on page 10.

truly magical experience last month in \
Orlando, FL. Thousands of hotel owners
came together to hear world-class key-

note speakers, take part in top level edu- AAHOA CELEBRATES THIS MONTH

cation sessions, make deals on the Trade May is Asian American, Native Hawaiian, and Pacific Islander Heritage Month by presi-
Show floor, and network during the event dential proclamation. As an organization that has long represented the interests of Asian
in Orlando. The annual convention also Americansin hospitality, AAHOA is proud to celebrate the contributions of our members.

held the election for the 2024-25 Board of Additionally, May 19-25 is National Travel and Tourism Week, which celebrates the U.S.
Directors. Congratulations to new AAHOA travel community and travel’s essential role in
Secretary Pinal S. Patel and all our newly ' i stimulating economic growth, cultivating vibrant
elected leaders! ’ communities, creating quality job opportunities,
AAHOA.com/BoardOfDirectors \_;” PACIFLC inspiring new businesses and elevating the quality
AAH OAC -y rl _ ISLANDER £ of life for Americans every day. AAHOA is grateful
. - ' ‘ for the hard work of all our members in their con-

tributions to travel and tourism.

AAHOA

CONGRATULATES

2024 AWARD

WINNERS

Congratulations to

the eight outstanding

leaders who were rec-

ognized at the AAHOA

Convention & AAHOA HOTEL OWNER
Trade Show for their drive CONFERENCES
to find new solutions for Rebranded in 2024, the AAHOA Hotel Owner
hotel businesses and Conferences & Trade Shows kick off this month,
taking the industry to running.through November. Everyone in the
the next level. Join us industry is invited to attend for learning opportuni-
in celebrating them! ties, networking, and the latest updates for hoteliers that you won’t
AAHOA.com/Awards get anywhere else. Find your event at AAHOA.com/ |
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LETTER FROM THE CHAIRMAN D z-mmurerenoin e

MIRAJ S. PATEL,
MBA, CHO, CHIA
AAHOA CHAIRMAN (2024-2025)

Looking to a
better tomorrow

“We are only as strong as we are united, as weak as we are
divided.” - J.K. Rowling

AA

As we celebrate
AAHOA’s 35th
anniversary, |
will continue

to build on the
success this
association
has built over
the past
35-plus years.”

Learn more
about Miraj
and his
plans for the

upcoming year

on page 10.
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AHOACON24 WAS ONE FOR THE BOOKS, AND I’M READY TO HIT THE GROUND
running as AAHOA’s newest Chairman.
AAHOACON24 had more than 7,000 registered attendees and 524 exhibitors at the
Orange County Convention Center. There were 44+ education sessions, and just
over 84,500 square feet of exhibit.

On top of that, 100% of all exhibiting hotel brands rebooked for AAHOACON25.

We are just getting started!

On stage at our annual Convention & Trade Show, | shared several video clips of promises |
made when | ran for AAHOA Secretary. However, we must be unified in our approach.

| followed up on each one, explaining what AAHOA has already done, and the plans for the
future. I explained how we plan on keeping those promises...promises to our members and
the entire hospitality industry.

Under my leadership as AAHOA Chairman, along with AAHOA’s Board of Directors and other
volunteer leaders, AAHOA will continue to improve.

Together, we will focus on the top four industry challenges:

Number one: Brands - on the impact on profitability. Among other items, we must be
unified... We must come together to educate, innovate, and challenge the brand purchasing
mandates with a free enterprise methodology.

Number two: Industry Disruptors - such as short-term rentals. The short-term rental
industry must play on the same level playing field as our industry.

Number three: Costs - in comparison to the airline industry, the lack of efforts on evolv-
ing our hotel business model and our rate model has directly impacted our NOI. It’s time to
change that.

Number four: Regulations - actively paying attention to and being on the offense against
regulations and laws that are confusing and hurting our membership and our industry. How
many people know that a hotelier and hotel, including previous ownership, can be sued 15-20
years later? Revamping our education efforts for relevance and consistency at the local, state,
and federal level will be key. However, your participation will be critical.

Asyour AAHOA Chairman, | will help improve and streamline our strategies when it comes to
our bottom line - and only focus on things that help us make more money, save more money,
and protect our investments.

Like the AAHOACON24 saying goes: I’'m looking forward to building a better tomorrow,
today. As we celebrate AAHOA’s 35th anniversary, | will continue to build on the success this
association has built over the last 35-plus years with simple, straightforward solutions.

You have my commitment. |
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LETTER FROM THE PRESIDENT & CEO © zwinure seapiv ime

LAURA LEE BLAKE, ESQ.
AAHOA PRESIDENT & CEO

AA

We are not going
to win every
battle, and we
are not going to
always change

a politician’s
mind. But we
continue to grow
the influence
AAHOA has in this
industry, and we
will continue to
strive to make a
difference.”

Let’s tell our story

“If everyone is moving forward together then
success takes care of itself.” - Henry Ford

T WAS AMAZING TO SEE EVERYONE SUNNY ORLANDO, FL, FOR THIS YEAR’S ANNUAL
Convention & Trade Show - AAHOACON24.

During the past two years, since | have been leading this association, | have been faced
with issues that constantly bring me back to my roots.

As a leader, you step back and you often ask, “what is the answer here?” when faced with a
problem. Back when | worked for AAHOA more than a decade ago, | remember AAHOA had been
trying to reach out to Senator Chuck Grassley to talk about AAHOA’s suggestions for comprehen-
sive immigration reform and the potential impact on the hotel industry.

Since l am originally from lowa, and he was my U.S. Senator, | flew to lowa to catch up with him
as he hosted town hall meetings throughout the state.

I went to a few meetings with AAHOA’s then Upper Midwest Regional Director Satish (Sunny)
Gabhawala and a dedicated team of hoteliers. Senator Grassley listened carefully to our recom-
mendations, and later we took a photo together. Afterward, Senator Grassley said he would
continue to address the topic of immigration reform, and appreciated our efforts to meet with
him in person to openly discuss the issues.

Needless to say, even though we were unable to reach a resolution at that time, he kept his
word. We are still talking about immigration reform nearly two decades later because of the
impact on this country, including the travel industry.

In the end we got the photo, and in April of that year, that photo ended up on the front cover
of AAHOA’s then Lodging Business Magazine for the April issue.

To this day, AAHOA continues to discuss important issues with our government officials that
willimpact AAHOA and hotel owners across the country. Even though sometimes these things do
not work out like the way we intended, we got our name out there and established relationships.

We are not going to win every battle, and we are not going to always change a politician’s mind.
But Inthe end, we continue to grow the influence AAHOA has in this industry, and we will continue
to strive to make a difference.

Since thattime, AAHOA has helped to strengthen the hospitality industry and influence public
policy many times on issues that matter most to our members and the industry at large.

If you remain true to yourself and what you believe in, sticking to the goals you set out to
achieve, you might not be able to change someone’s mind, but you may end up on the cover of a
magazine and have a good story to tell. |
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Building
Tomorrow

Today

New AAHOA Chairman
Miraj S. Patel on the importance
of seizing opportunities

by CARTER DAVIS

T THE CONCLUSION OF AAHOACON24 IN
Orlando, FL, on April 5, Miraj S. Patel officially began
his tenure as AAHOA Chairman for 2024-2025. As
the youngest Chairin AAHOA’s history, Patel first
joined the AAHOA Board of Directors in 2019
when he was elected as the Young Professional
Director Western Division, followed by his election as AAHOA
Secretary at AAHOACON21 in Dallas, TX. Despite what may
seem like a quick ascendency on the outside, Patel has been
preparing for this moment nearly his entire life.
Asecond-generation hotelier, Patel began his career in hospi-
tality from a very young age, growing up in his family’s 30-room
independent property in Texas.
“My brother and | literally grew up there,” he said. “We shared
a bunk in a tiny room that connected to my parents’ room. My
parents sacrificed for us and that hotel in countless ways, put-
ting aside what they wanted, to not only appease their parents,
so their children could reap the benefits in the future.”
Patel recalled tagging along with his dad to AAHOA events
even before he was 10 years old. After attending his first
AAHOACON in 2013 in Houston, TX, he hasn’t missed one since.

10 | MAY 2024 | TODAYSHOTELIER
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FROM THE GROUND UP

The independent property Patel’s family
owned, he said, “gave my family an oppor-
tunity to create a new future, and it allowed
me to attend Johnson and Wales University
in Miami, FL, one of the premier hospitality
schools in the country.”

However, though Patel was physically
far from Texas during his time at schooliin
Florida, he remained active in AAHOA. On
his 18th birthday, Patel asked for a slightly
atypical gift from his parents; he requested
they invest for him to become an AAHOA
Lifetime Member.

.Ir
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“My dad thought | was nuts,” herecalled.

However, that forward-thinking decision
kickstarted Patel’s eventual rise to the role
of AAHOA Chairman.

Just afew years later, Patel was elected
astheyoungest Secretary in AAHOA’s now-
35-year history, and his journey is just get-
ting started.

And that 30-room property in Texas
where Patel lived with his family?

“It’s been 26 years, and we still have
that hotel in our portfolio today,” he said,
proudly.

LOOKING TO THE FUTURE
As hebegins histenure, Patel points to a few
key issues where he feels like the industry
needs to be focused to move forward.
“I’'m exceptionally proud of the relation-
ships we’ve built with our federal legislators,
but we’ve madesignificant progresson the
stateand local levels, aswell,” he said. “We
need to bein front of these representatives,
explainingthe unique needs of ourindustry

AAHOA Chairman Miraj S. Patel and
his fiancée, Binita Patel, pictured
together. The couple is set to marry
in late Summer 2024.

and why certain laws could impact small
business owners and entrepreneurs”

And, while Patel worked closely with
AAHOA leadership to identify the challenges
for his 2024-2025 tenure, he speaks of one
aspect quite frequently and cites it as the
cornerstone of all industry growth. Learn
more on the following page.

“The most important element that
runs through everything is NOI,” he said.
“Everything we do as hoteliers should ulti-
mately be done to increase NOI, whether
you’re afranchised property oranindepen-
dent. And, while independents have plenty
of their own unique challenges, franchised
properties are facing potential dilution of
brand value due to the number of new brands
comingto market, leaving consumerswith a
struggle to differentiate in the marketplace.”

Patel along with the AAHOA Board of
Directors, is committed to truly helping hote-
liers by following AAHOA’s mission, vision,
and core values, pushing AAHOA to evolve,
elevate, and protect the industry asawhole.

“I'look forward to challenging all of us to
stay focused on what matters with intention,
clear goals, realistic objectives, and simple
and straightforward solutions,” Patel said.
“Simply put, we will put our members at the
center of every decision we make.”

THE FUTURE IS BRIGHT
As the youngest Chairman in AAHOA'’s his-
tory, Patel hopes others will use his story
as fuel for their own careers.

“I’'m always encouraging young profes-
sionals to not let age determine success.
Many times, people may say you’re too
young or you can’t do what other people
are doing, but that’s absolutely not true.
There are so many folks who are young but
still do whatever it takes to find success. If
you never try, you’ll never know what you’re
capable of achieving.”

The lessons Patel said he hopes to pass
onto those early in their careers in the
industry that has already given him so many
opportunities are simple - take advantage
of every opportunity and getinvolved, net-
work and make as many meaningful con-
nections as possible, and let AAHOA be the
foundation.

“l am where | am today because of
AAHOA, and it’s incredibly reassuring to
know the same is true for so many other
AAHOA Members.” |
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Everything we do as hoteliers should
ultimately be done to increase NOJ,
whether you’re a franchised property
or an independent.”

AAHOA's top
industry challenges
in 2024 and beyond

During the first meeting of the 2024-2025 AAHOA
Board of Directors, Chairman Miraj S. Patel laid out
what he sees as the top four industry challenges
facing AAHOA Members, and the industry, in the
short-term future.

Brand dilution and value
Lack of innovation Unrealistic
renovation cycles
Decreasing profitability
and NOI
Pursuit of free enterprise

Online travel agencies (OTAs)
Short-term rentals (STRs)
Tech companies
Influences from COVID-19

Workforce HR landscape
Increased tech PCl compliance Immigration
requirements laws and regulations

Insurance Safety and compliance

Evolution of hotel Brand regulations

business model Lending
Creating a new Maintaining relationships
rate model with state association
partners

“Guilofir
oporroy)

ronyy
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Best practices for identifying and
nurturing high-potential employees

by NICK FORTUNA

RIORTOAHORSE RACE, IT’S OF
difficult to separate the athletes from
thealso-rans, butit’s a different story
inthe conference room, where ambi-
tious employees come armed with
their best ideas and a positive atti-
tude, becoming standouts within an organization.
That’s been true consistently for Chris Guimbellot;
president and chief executive of hihotels, which holds
% aweeklong strategy and team-building session each
year in Fort Lauderdale, FL. The annual visit to the
= Sunshine State really is the time to shine for the
franchise company’s dozen or so employees, most
of whom work remotely.
During those trips, Guimbellot will try to visit
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and place a wager or two. But when he’s
with his employees, he reads the room,
taking note of workers who grab the bit, so
to speak, and offer sensible suggestions.

Employees who provide useful recom-
mendations are showing they care about
the company’s success, Guimbellot said.
Even proposals that are discarded can
elevate an employee in the eyes of man-
agement as long as they’re well thought
out and indicate an understanding of the
business, he added.

“Everyone has a seat at the table, and
it’s an open forum,” Guimbellot said. “I’'m
looking at who’s bringing in ideas and the
caliber of those ideas. That’s definitely a
technique that has helped us a lot.”

FOR ALL SHAPES AND SIZES

For companies of all types, the benefits
of promoting internally are obvious. They
avoid recruiting and onboarding costs, and
since internal candidates already know the
business’s operations and culture, there’s
lessrisk of a bad fit, according to Dr. Finley
Cotrone, associate professor of hospitality
at UNLV and director of the Sands Center
for Professional Development.

Seeing a colleague promoted also can
inspire workers to stick with their compa-
nies, according to the 2020 Global Talent
Trends report from LinkedIn. The report
found that workers at companies that pro-
mote more internal candidates stay 41%
longerthan employees at companies with
poor internal hiring rates.

Yet some companies don’t do enough
to identify their potential stars, and when
they do, they pay them like benchwarmers,
Cotrone said.

“We’ve seen what | call a loyalty tax,
where employees who stayed with a com-
pany a long time were actually paid less
when they were promoted than those who
had job-hopped,” she said. “Why would |
stayif the people who are new to the orga-
nization are being paid more than me?”

Paying top performers what they’re
worth is one way hoteliers can nurture
their talent pipeline. Here are eight addi-
tional best practices for promoting from
within.

16 | MAY 2024 | TODAYSHOTELIER.COM

HIRE THE RIGHT PEOPLE

The prolonged labor shortage means most
hoteliers never stop looking for jobseek-
ers. But Neil J. Flavin, chief operating offi-
cer for HVS Asset & Hotel Management,
said it’s best to be choosy, to the extent
possible, focusing on jobseekers who want
a career and not just a job.

It may sound simple, but asking job-
seekers what they want out of a job and
where they see themselves in a few years
is a good way to start, Flavin said.

“Obviously, the key is hiring the right
person to begin with, and given the cur-
rent labor situation, that often takes a bit
longer than it has in the past,” he said.
“It’s worth taking additional time to find
that right employee who has a real desire
to be successful in the hotel business.
What we do from there is what makes the
difference.

“| focus on attitude,” Flavin added. “If
someone has the right attitude, you can
teach them the skills they need.”

Guimbellot, of hihotels, echoed that
sentiment, saying there’s a reason why
every employer asks jobseekers about
their goals.

“I'really think the answers to those ques-
tions can help you gauge what type of
staffer that personis going to be,” he said.

ESTABLISH THE RULES
“The most challenging leadership position
is that first one, going from a peer to a
boss,” said UNLV’s Cotrone. To smooth that
transition, it’s best to speak with employ-
ees in small groups about what makes a
good manager and which behaviors are
problematic, she said.

Problems arise when workers get pro-
moted despite having badmouthed other

employees or having spread gossip, so
employees need to be trained to refrain
from those behaviors.

Likewise, new hires often discover that
there are two ways to perform any task: the
way management wants it done and the
way workers actually do it every day. When
one employee gets promoted to manager
and asks former colleagues to adhere to
the stricter standard, that’s a recipe for
friction, Cotrone said.

“Everyone in the organization needs to
know that if you want to be promoted, you
don’t get to cut corners,” she said. “You
have to be the best version of yourself so
when you’re promoted to a supervisory
position, you don’t get pushback from for-
mer peers who say, ‘You can’t tell me not
to do that. | saw you do that for the year
that we worked together.””

PROVIDE ROBUST TRAINING
Cotrone said training should become
increasingly sophisticated as workers
climb the corporate ladder. Once a com-
pany identifies the gap between a work-
er’s skills and the knowledge needed to
advance, it can tailor its development
classes accordingly, she said. Hotel compa-
nies that lackinternal career-development
resources can turn to universities and orga-
nizations like AAHOA for expertise.

Hotels may have promising employees
gain exposure to several different depart-
ments, broadening their understanding of
the business. Workers also benefit from
having a proven mentor show them the
ropes, Cotrone said. Important topics
include how to interview jobseekers, coach
employees, apply progressive discipline to
underperformers, and handle HR compli-
ance issues, she said.

Hoteliers should attempt to pair mentors
with mentees who share similar interests,
and they should ask for frequent progress
reports to ensure that mentors are taking
their role seriously, Cotrone said.
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- with their permission, of course - said
Flavin, of HVS Asset & Hotel Management.
Doing soillustrates to existing employees
and jobseekers alike that the company is

leadership position is
serious about developing top employees,

that ﬁ rst one, gO| ng SPREAD THE GOOD NEWS he said.

from a peer to a bOSS,” When internal candidates are promoted, “Not only does it promote your business,
those workers’ stories should be shared on but it’s certainly a feel-good moment for
“Mentoringis really important, especially ~ the company’s website and social media the associate who’s just been promoted,”

AA

The most challenging

forwomen and people of color because men  channels such as LinkedIn and Facebook Flavin said.

generally aren’t shy about asking for what
they need,” she said. “A mentorship is really
personal, so one potential pitfall is mismatch-
ing people. But when a rockstar employee
has a solid mentor and that relationship is
strong, they will climb the ladder quite well,
and a strong mentoring relationship can last
forever.”

START SMALL

Give ambitious employees a taste of life as
a manager by making them a shift supervi-
sor for a day or by putting them in charge
of a pilot project. The way they handle that
added responsibility will reveal whether
they’re management material, according to
Dr. Cass Shum, another associate professor
of hospitality at UNLV.

“Basically, you slowly empower them and
test their leadership ability,” Shum said.

Guimbellot, of hihotels, said he recently
employed that strategy successfully, appoint-
ing an employee to spearhead the creation
of the company’s online franchisee educa-
tion portal. Guimbellot and several others
developed an outline for the project and
then handed it off to the employee, who
steered it to completion with guidance from
management.

“The portal was launched on time before
the end of the year, and we’ve been adding
toiteversince,” he said. “You have to strike a
fine balance because you don’t want to leave
them out in the cold with no help, but you
also don’t want to micromanage them. I've
found that, generally speaking, the more faith
| put in someone, the better they perform.”
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REPLACE BAD MANAGERS
It’s a cliché because it’s true,
according to UNLV’s Shum:
People don’t quit jobs, they quit
managers. Hotels may lose tal-
ented workers before they can
progress because they’re being
verbally abused or treated
unfairly by managers.
“Younger workers aren’t just
the next generation of leadersin
the organization; they’re the next
generation - full stop - so one of
the things organizations can do
is to remove that kind of hostility
from the workplace,” Shum said.

66

RECOGNIZE IMPLICIT BIAS
UNLV’s Cotrone said the hospitality
industry has built a diverse work-
force when it comes to entry-level
positions but is more homogenous
in the management ranks, and
implicit bias is partly to blame. If
workers from diverse backgrounds
can’t see themselves in a leader-
ship role, that’s a major problem,
she said.

“Making sure we'’re tapping high-
potential workers across the board
is vital, so if we’re not attracting
diverse candidates, we should ask
ourselves, ‘Why not?’” Cotrone said.

People don’t quit jobs, they quit managers.”
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IDENTIFY BARRIERS TO ADVANCEMENT

There’s nothing wrong with simply clockingin and clock-
ing out, doing your job professionally and collecting a
paycheck. Butif employees with good customer-service
skills and a strong work ethic don’t express interest in
moving up, hoteliers should ask them why, Shum said.

It could be those employees have family obligations
or are attending school and don’t believe their circum-
stances would allow them to advance. In some cases,
providing scheduling flexibility or some other accom-
modation could help the hotelier get more out of that
employee, Shum said.

Since workers’ circumstances may change at any time,
don’t wait for an annual review to address their goals,
said Flavin, of HVS Asset & Hotel Management.

“Agood manager is going to spot potential and follow
up with that associate at least every 90 days,” he said.
“You want to make sure you’ve created a path for that
associate to advance and thatyou’re helping that asso-
ciate follow that path. If we don’t do that, we’re failing.
If a manager says they don’t have the time to do that, |
might start looking for another manager.” |

Opening Doors for Women
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EING AN EFFECTIVE LEADER
in today’s evolving hotel
industry goes beyond opera-
tional expertise. Hospitality
leaders face the complex task
of leading groups of people
from diverse generations, each with unique
viewpoints, beliefs, backgrounds, and com-
munication preferences. Building an efficient,
productive, and inclusive atmosphere requires
supporting employees from all backgrounds
and skill levels.

To succeed, hotels need to function like fine-
tuned machines. Guest satisfaction depends
on the seamless collaboration of hotel staff
and service delivery excellence. It’s crucial for
leaders to leverage diverse talents and skills
appropriately and to carefully consider staff
members’ ages. Staff will range from baby
boomers with decades of industry experi-
ence to tech-savvy millennials and emerg-
ing Gen Z individuals. Each generation brings
its own set of skills, strengths, background,
and expectations to the job. Accordingly,
effective leadership and communication
strategies will help hotel leaders navigate
multi-generational dynamics and arm them

@ 7.5-MINUTE READING TIME

with practical solutions to foster collabora-
tion, improve productivity, and enhance the
customer experience.

WORKING AROUND THE SHORTAGE
Research from the University of Houston and
the U.S. Bureau of Labor Statistics reported
personnel shortages have affected the hos-
pitality industry since the early months of the
pandemicin 2020, leading to the loss of about
8 million jobs in the sector.

Accordingto a January 2023 industry survey
of more than 500 member hoteliers, 79% of
U.S. hotels are facing a staff shortage, and 22%
report the shortage is affecting hotel opera-
tions, mainly housekeeping.

Due to these workforce shortages, hotel
leaders are desperate to fill positions, hiring
workers from any demographic willing to take
on the work to operate optimally and increase
revenue.

With hiring at a premium, it’s as important
as ever to retain as many team members as
possible, and employee retention depends on
many factors, one of which is effective leader-
ship. Inthe hotelindustry, asin mostindustries
operatingin the digital age, leadership must go
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beyond a one-size-fits-allapproach. Being
an effective hotel manager involves being
more flexible and understanding the com-
plex dynamics within multi-generational
teams.

By embracing inclusivity, empathy,
and adaptability, leaders can cultivate an
environment where individuals of all ages
feel valued, empowered, and inspired to
contribute their best. Diversity can be an
asset to building a more successful hotel
business.

UNDERSTAND YOUR EMPLOYEES
According to the Bureau of Labor Statistics,
workers aged 45 and older make up 26% of
the hospitality industry workforce. Hotels
and other hospitality businesses employ
four or more generations of employees.
Today’s multi-generational workforce
includes baby boomers, Gen X, millenni-
als,and Gen Z.

Getting to know your staff, especially
their communication styles, is crucial.
Each generation’s preferences influence
how they work and interact with others.
Using a more employee-centric leader-
ship styleis vital to attracting new talent
and leveraging the unique strengths of
each generation to achieve organizational
goals.

“As leaders, we shouldn’t make assump-
tions about people because of what

today’s

generation they fall under, the clothing
they wear, or the color of their hair,” said
Aaron Hall, an attorney specializing in
business and employment law, as well as
intellectual property and litigation. “Use
open-ended questions to learn about
people and discover their perspectives
on discussed topics. Ask questions with-
out bias to gain a better understanding of
everyone. With a deeper understanding,
hotel managers can communicate the topic
they wantto discuss more effectively. This
strategy is essential for leaders as well as
employees.”

It’s crucial to provide employees with
the training and tools to understand how
to dotheir jobs effectively. “Leaders must
understand how well each generation or
each employee performs in their job is
based on awillingness to learn rather than
the generation that defines them,” said
Carol Davies, senior vice president of com-
mercial strategy at Driftwood Hospitality
Management.

“Every individual has a different work
ethic, and it runs the gamut,” she said.
“New systems are one important aspect
that every generation needs to learn, so
training is important. For the younger
generation of employees, it’s important
to know that sales is a relationship busi-
ness and you have to build connections.
Picking up the phone is key to building

Thanks the advertisers for their support
of AAHOA and this publication.
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those relationships, which older staffers
excel at, rather than sending a quick email
or posting on social.”

BABY BOOMERS AND
GENERATION X

There are 41 million baby boomers in
today’s workforce, and many want to
work beyond 65. Hotel managers can use
simple best practices to lead baby boom-
ers effectively and foster collaboration
among employees of all ages.

The AAIM Employer’s Association
suggests managers allow senior staff
members to share their expertise and
knowledge with younger employees.
Conversely, peer mentorship can help
close the generational divide within
teams by giving baby boomers access to
tech training from younger employees. To
accommodate different communication
preferences, make sure senior employees
can communicate clearly, establish poli-
ciesoutlining the platforms that should be
used to deliver and receive information,
and provide the necessary training.

Employing older workers, like baby
boomers and Generation X, may benefit
the hotel industry by lowering the turn-
over rate and enabling the industry to
respond to the needs of senior customers.

MILLENNIALS AND GENERATION z
Two generations, millennials and Gen Z,
recently surveyed by Deloitte Global, are
gaining attention. According to Deloitte,
these employees - born between 1983
and 2003 - account for nearly half (46%)
of full-time U.S. workers. Forrester
Research estimates Gen Z and millen-
nials will make up 74% of the workforce
by 2030.

Many millennials and Gen Zs value
meaningful action and want firms to do
the same, according to Deloitte’s annual
millennial and Gen Z survey. Work/life
balance and mental health need to be
prioritized by organizations, according to
millennials and Gen Z. They are encour-
aging leaders to reevaluate their hiring
practices to improve inclusion, equity,
and diversity practices. Companies will
increase their resilience to change and
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foster business resilience if they actively
listen to the demands and concerns of
younger employees and take action.

DIFFERENT DYNAMICS

Gen Z is different from prior generations
as they have experienced events like
the COVID-19 epidemic and the Great
Recession of 2007-2009, which have
increased their awareness of safety and
security issues. This generation has also
witnessed the Me Too movement, as well
as social justice issues, all of which have
combined to make this demographic highly
politically and socially aware on the whole.

This group is the most diverse genera-
tionin American history since it comprises
about 50% of racial and ethnic minorities.
As a result, Gen Z has played an integral
role in helping push the workplace shift
toward emphasizing more diversity,
equity, and inclusion. In addition, Gen Z
often seeks engaging jobs and tends to not
prefertraditional chain-of-command lead-
ership style, and has a reputation for let-
ting managers know of their expectations.
Typically, there’s more job turnover in this
age group, so to retain these younger work-
ers, managers must oversee this group
more strategically.

“Communication and transparency are
critical for leading a multi-generational
workforce,” said Carolyn Richmond, chair
of the hospitality practice group at Fox
Rothschild LLC. “It’s important to find a
common vocabulary. Managers must bend
and adapt to employees of all ages, espe-
cially Generation Z2.”

Key skill sets for effective leadership
and approaches that work for employees
of any generation include maintaining
open communication, promoting candid
and open dialogue among team mem-
bers, and cultivating a climate of trust
and constructive criticism. It is essential
to keep communication flowing in both
directions to motivate a 21st-century
workforce. Richmond emphasized hotel
leaders need to ensure they listen to their
employees and show respect. She stressed
that managers also need to explain why
they make certain decisions. Richmond
added employees are far more willing to

buyinto management directives when they
understand the “why.”

“As hotel managers, we need to extend
hospitality to our employees and make
certain to follow through on respecting
all employees, communicating well, and
supporting all staff,” Richmond said.

EMPOWERTO

INCREASE ENGAGEMENT

Both employee empowerment and engage-
ment are critical solutions to address spe-
cific problems in hospitality organizations.
Empowered employees can successfully
manage unforeseen situations during ser-
vice encounters. Engaged employees work
with passion and pride, are devoted to their
work, and show strong work involvement.

Intelligent, intuitive technology solu-
tions keep employees proactive and
engaged and better positioned to serve
guests. Smart tech provides instant infor-
mation to the right person at the right time.

“Employees need intuitive solutions and
the right tools to efficiently work so they
can be there for the guests and fulfill their
needs,” said Markus Feller, chief executive
officer of LIKE MAGIC, a Saa$ hospitality
management and communications pro-
vider. “Like guests, employees also need
seamless experiences to service guests,
and hospitality providers must evolve to
survive. To succeed, it’s all about friendly
and helpful human interaction on both
sides - employees and guests.”

Feller mentioned employees of all ages
will only adopt technology solutions if
they’re easy to use and if they make staff-
to-staff and staff-to-guest interactions
easier. “Happy guests equal happy staff,”
he said.

With every generation possessing
unique communication styles, work prefer-
ences, and career expectations, employers
need to be mindful that employees have
lives beyond the workplace. Flexible work
schedules, cross-generational training,
and mentorship opportunities can bridge
the generation gap and foster employee
engagement. Hotel leaders must prioritize
diversity, equity, and inclusion initiatives
to remain competitive in the evolving hos-
pitality landscape. |

A

Communication
and transparency
are critical for
leading a multi-
generational
workforce. It’s
important to

find a common
vocabulary.
Managers must
bend and adapt
to employees of
all ages, especially
Generation Z.”
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Pushing an
impactful
national
advocacy
agenda in
Washington, D.C.

by TEAM AAHOA

N MID-MARCH, AS PART OF THE 2024 SPRING

National Advocacy Conference (SNAC), AAHOA hosted

more than 200 key AAHOA leaders and members for two

days in Washington, D.C., for an event designed spe-

cifically to allow members of the largest hotel owners

association in the world to speak directly with legisla-
tors responsible for shaping policy and legislative activity in
the years and decades to come.

The Conference opened with a legislative learning session
atthe Ronald Reagan Building and International Trade Center,
followed by an evening Congressional Reception at the Cannon
House Office Building, and then a full day of Congressional
meetings.

AAHOA wrapped up SNAC with an active day on the Hill,
where AAHOA leaders participated in nearly 160 in-person
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the people

Congressional meetings with U.S. Senators, Representatives, and
their staff, across all party lines.

SNAC provides the opportunity for AAHOA to work with elected offi-
cialstoidentify viable solutions to the industry’s biggest challenges.
Through education, advocacy, and connecting AAHOA Members
with their elected officials, SNAC continues to be an integral part of
AAHOA’s advocacy plan.

BOOTS ON THE GROUND

AAHOA was proud to have nearly 30 key Members of Congress in
attendance atits Congressional Reception. Each offered their com-
ments and insights regarding the important role AAHOA and its
members have in shaping the agenda of national policies and lead-
ing the industry in ensuring the voices of hoteliers are being heard.
Elected officials also spoke one-on-one with their AAHOA Member
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constituents to build and strengthen their relationships for ongo-
ing and future impact.

Among others attending the Congressional Reception was
Congressman Shri Thanedar (D-MI-13), who introduced the Loans
in Our Neighborhoods (LIONS) Act (H.R. 7242) in February. The LIONS
Actis designed to amend the Small Business Act by increasing the
maximum gross loan amounts for section SBA 7(a) and 504 loans
from $5M to $10M, something for which AAHOA has long advocated.

The first day of SNAC also featured guest speakers, includ-
ing Senator Roger Marshall (R-KS) and Congressman Ro Khanna
(D-CA-17).

Sen. Marshall addressed AAHOA leaders, providing insight into
his background, including his upbringing, which provided him
the opportunity to work in several different jobs before going to
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medical school to fulfill his version of the American Dream. Sen.
Marshall connected his experience workingin the family business
with that of AAHOA Members and said serving as a U.S. Senator is
his way of giving back to the country.

Sen. Marshall alsois a co-sponsor of the Credit Card Competition
Act (S.1838/H.R. 3881) - legislation that will promote fee, security,
and service competition among credit card networks. AAHOA is
advocating for the passage of the Credit Card Competition Act, which
would help hotel owners, and other retailers across the country,
save on their bottom lines.

FOR THE CAUSE
Congressman Khanna spoke to AAHOA Members about his upbring-
ing and what led him to run for Congressional Office. Rep. Khanna,
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the son of Indian immigrants, has much in common with
AAHOA Members, and champions more Indian Americans
running for office. Rep. Khanna emphasized how representa-
tion is crucial to serving Indian-American communities and
strengthening America’s economic and strategic partnership
with India.

“AAHOA’s Spring National Advocacy Conference in
Washington, D.C., underscores our ongoing commitment to
advocating for legislation that fortifies our members’ busi-
nesses nationwide and drives economic prosperity for their
hotels,” said AAHOA President & CEO Laura Lee Blake. “Each
year we continue to see the relationships grow between our
AAHOA Members and their elected officials. We are grateful to
Senator Marshall and Congressman Khanna for their support

of AAHOA, and for the nearly 30 elected officials who attended
AAHOA’s Congressional Reception. Our twice-yearly advocacy
conferences are quickly becoming the foundation for shaping and
driving national policy, and our members are making it happen.”

“As a champion of advocacy and building relationships with
elected officials, AAHOA is proud to advocate on behalf of the
hotel industry in the halls of Congress,” said AAHOA Immediate
Past Chairman Bharat Patel (2023-2024). “SNAC provides AAHOA
leaders the opportunity to learn about the issues impacting our
industry and prepares them to have productive, impactful meet-
ings with their elected officials on Capitol Hill. AAHOA’s reputation,
influence, and recognition in Washington continues to grow, and
it is thanks to the AAHOA Members who take the time to make
advocacy a part of their business plan.” |
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SPOTLIGHT

by CARTER DAVIS

might of the AAHOA network,
AAHOACON24 was another
entry in the record books,
with 7,000-plus registered attendees,
84,500 square feet of exhibit space, 524
exhibitors - the largest number in the
event’s history - and 44-plus education
sessions, not to mention countless net-
working opportunities, social events, and
so much more.

Thisyear’sinstallment marked AAHOA’s
35th anniversary, and saw attendees gath-
ering at the sprawling Orange County
Convention Center in sunny Orlando, FL,
for nearly a week of time well spent. In
the name of strengthening the industry,
attendees learned best practices for bet-
ter operating their businesses back home,
made invaluable connections with fellow
members and exhibiting companies, heard
from numerous top-shelf speakers, and so
much more - not to mention electing new
members of the Board of Directors.

Opening AAHOACON24’s first General
Session, AAHOA’s then-Chairman Bharat
Patel cited the association’s numerous
accomplishments during the past 35 years,
noting the significant progress made in
connecting with legislators.

“Government officials at all levels no
pay attention when our members
he said. “In addition, gover
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As proof of that growing rela-
tionship, Sen. Rick Scott (D-FL)
and Rep. Shri Thanedar (MI-13)
addressed AAHOACON24 attend-
ees, with the latter legislator
sponsoring the AAHOA-backed
Loans in our Neighborhood
(LIONS) Act, a bill ultimately
designed toincrease the amount
of capital available in the form of
loans to small businesses.

CONNECTIONS COUNT

By design, AAHOACON affords
attendees numerous opportu-
nities to rub elbows with their
peers, making new connections,
and building relationships and
partnerships along the way.
This year was no exception, as
attendees enjoyed multiple
events curated to foster fellow-
ship - including the Welcome
Reception, the Block Party at
ICON Park, Classic Bollywood
Night, and the event-closing Gala
Reception, all of which featured
amazing entertainment, food,
and live music.

Always popular events, such
as the Tech Pitch Competition,
the HerOwnership luncheon, and
several events for young profes-
sionals - the latter of which oper-
ates under the “Helping Young
Professionals Evolve (HYPE)”
banner - made their return and
even expanded in their scope.

In addition to pre-existing,
and hugely successful, events
already established at previous
installments of AAHOACON, this
year saw the introduction of sev-
eral new events, including the
AAHOACON Hotel Turnaround
Collegiate Championship, an
independent hoteliers Workshop

and Reception, and the Kalibri
Labs Certification Training, in col-
laboration with HerOwnership.

Also, during each day’s General
Session, attendees were treated
to fantastic keynote presenta-
tions, including world-renowned
businessman and TV personality
Kevin O’Leary, AAHOA Lifetime
Member, cardiologist, and tire-
less philanthropist Dr. Kiran C.
Patel, and India’s leading mindset
coach, the motivational speaker
and author Rahul Kapoor.

“We continue to raise the bar
year afteryear,and AAHOACON24
exemplifies our commitment
to excellence,” said AAHOA
President & CEO Laura Lee
Blake. “Celebrating AAHOA’s
35-year anniversary, the success
of AAHOACON24 is a testament
to the dedication of everyone
involved, from our exhibitors and
sponsors to our talented speak-
ers,the AAHOA Board, and count-
less volunteers.”

Feedback from attendees, said
Chairman Miraj S. Patel, has been
overwhelmingly positive.

“It’s incredibly gratifying to
know that our efforts to deliver
avaluable and memorable expe-
rience were well-received, and
it’s a wonderful way to kick off
this next chapter for AAHOA as |
step into my new role as AAHOA
Chairman. As | continue my jour-
ney with AAHOA, I willdo my very
best to ensure AAHOA is united.
We’re on a shared mission to help
our members and that’s a prom-
ise | intend to see us keep.”

Please mark your calendars to
join usin New Orleans next year
on April 12-15 for AAHOACON25.
It’s sure to be atime to remember.
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AAHOACON

Emerges as Pivotal Event for
Hotel Owners Worldwide With
Wave of Exciting Firsts

« 7,000+ Registered Attendees

« 524 Exhibitors (263 of whom
did not participate
in AAHOACON23)

¢ 44+ Education Sessions

* 26 Sponsors
(2x the amount in 2023)

« 4 Major Networking Events

* 84,500+ Square Feet of
Event Space (The largest in
AAHOACON history)

« 100% of All Exhibiting Hotel
Brands Rebooked
for AAHOACON25

* 6% Higher Event
Revenue vs. 2023

« 31% Higher Event
Revenue vs. 2022
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AAHOA LEADERSHIP UPDATE

AAHOA congratulates Pinal
Patel of Goodlettsville, TN,
asthe new AAHOA Secretary.

AAHOACON24 marked the cul-
mination of numerous cam-
paigns, as one Officer position
and 10 Board seats were up
forelection. Participants were
able to cast their votes elec-
tronically and weren’t required
to be physically present at the
event. Thank you to every-
one who ran for office and to
those who voted for candidates
they believe will make AAHOA
stronger.

AAHOA Members also
elected the following 10 mem-
bers to the Board of Directors:
Gulf Regional Director:

Vimal Patel

Mid Atlantic
Regional Director:
Mahendra (MZ) Patel

Mid South
Regional Director:
Ajay Patel

North Florida
Regional Director:
Jayesh (Jay) Patel

South Carolina
Regional Director:
Fenil Desai

South Pacific
Regional Director:
Nilesh (Neil) Bhakta

South Central Texas
Regional Director:
Vikash K. Patel

Southeast Texas
Regional Director:
Bhavik Patel

Southwest
Regional Director:
Dharmesh Ahir

Women Hoteliers

Director Western Division:

Shetal Zina Patel

The AAHOA Board of
Directors also elected the
following three members to
serve as Industry Partners
on the AAHOA Board:

Amir Ahmed, Executive Vice
President, DISH Business

Kevin Sloan, Managing
Partner, Gauthier Murphy &
Houghtaling, LLC

Abraham Tieh, Director
of National Commercial
Property Tax, O’Connor &
Associates

“As we install our new Board of
Directors for the 2024-25 term,
I am honored to work alongside
these esteemed individuals as we
embark on ajourney to shape the
future of our association and the
hospitality industry as a whole,”
said AAHOA Chairman Miraj S.
Patel. “I congratulate Pinal on
his election as AAHOA’s newest
Secretary and look forward to
working alongside the AAHOA
Officersand Board to continue to
prioritize the needs of our 20,000
members, ensuring that AAHOA
remains the leading voice for
hotel owners nationwide.”

AAHOAC 2N

TeCH PITCH
COMPeTITION

Co-Powered by A

TECH PITCH COMPETITION
AAHOA’s annual Tech Pitch Competition, Co-Powered by HFTP (Hospitality Financial and Technology Professionals) aims to discover
and promote companies with groundbreaking ideas and products poised to assist the hospitality industry amid ongoing challenges,
such as workforce shortages and the evolving needs of hotel-staying guests. Notably, this year’s competition introduced a unique focus
on the use of Artificial Intelligence (Al) in hospitality technology, highlighting solutions geared toward enhancing hoteliers’ operational
efficiency and profitability.
At AAHOACON24, Kings Ill Emergency Communications ultimately took home the top prize for its pitch, which highlighted how the
company helps bring hotel elevator communication devices up to recently updated ADA codes for sight- and hearing-impaired guests.
“We are in our third year hosting the AAHOA Tech Pitch Competition, | am continually impressed by the caliber of entries and the
innovation in our industry,” said AAHOA Immediate Past Chairman Bharat Patel. “As a second-generation hotelier committed to staying
abreast and at the forefront of innovation, I’m proud to honor and congratulate Kings Ill Emergency Communications for their dedica-
tion, ingenuity, and creativity in helping to solve issues related to emergency communications.”
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AAHOACON24 AWARDS
Eachyear, AAHOA recognizes the exceptional endeavors of hoteliers
who exemplify service and excellence, selected by an esteemed
Independent Awards Selection Committee.

The prestigious AAHOA Awards Program serves as a beacon, illu-
minating the path of excellence within our industry. As we celebrate
this year’s award recipients, we pay homage to their unwavering

dedication, tireless efforts, and remarkable leadership, which
continue to drive our industry and association toward continued
prosperity and success.

This year, the following deserving winners were bestowed with
one of AAHOA’s highest honors:

AAHOA Award of Excellence
Dr. Jay S. Patel, COO, NashBuilt
Construction,
AAHOA Lifetime Member,
North Florida Region

T, A
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e

LA
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Cecil B. Day Community Service Award
Hitesh Patel, Sai Ram Hospitality, LLC,
AAHOA Lifetime Member,

North Texas Region
and
Prakash Saraf, Founder,

Friends of Sparsh,

AAHOA Lifetime Member,
Washington DC Area Region
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Outreach Award for Philanthropy
Amit Bhakta, Founder and CEO,
Nansad Group,

AAHOA Lifetime Member,
North Texas Region

Outstanding HerOwnership
Award of Excellence
Dr. Ruby Dhalla, President & CEO,
Dhalla Group of Companies,
AAHOA Annual Member

Outstanding HYPE Award of Excellence
Dhruv Patel, Director of Operations,
Lotus Hospitality,

AAHOA Lifetime Member,

Central Midwest Region

Political Forum Award for Advocacy
Ray Patel - Owner, Welcome Inn
Eagle Rock, President,
Northeast Los Angeles
Hotel Owners Association,
AAHOA Lifetime Member,
Greater Los Angeles Area Region

IAHA Independent Hotel of the Year
Award
Lexen Hotel in Hollywood, CA
Armaan Patel, Founder of AGA Hotels,
AAHOA Lifetime Member,
Greater Los Angeles Area Region

All photos from
AAHOAC.N

are available at
AAHOAevents.com
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COLLEGIATE TURNAROUND CHAMPIONSHIP

AAHOACON24 featured in industry-first competition with its
inaugural Hotel Turnaround Collegiate Championship, which
challenged university students from across the nation to com-
petein making the kind of operations and investment decisions
all hotel owners must make to turn things around when perfor-
mance is lagging. The competition is part of AAHOA’s commit-
ment to supporting the next generation of hospitality leaders.

Eleven teams of two students, each representing seven uni-
versities from all around the country, battled it out the cham-
pionship, navigating a unique simulation program, HOTELsim,
powered by Russell Partnership Technology, which enabled
them to make decisions mirroring real-life challenges faced
by all AAHOA Members. These included staffing, operations,
marketing, and capital investment decisions. Each team of
students “acquired” a hotel that was financially identical in
terms of performing in the same market and having the same
key performance indicators. Teams used HOTELsim to imple-
ment ownership strategies to
improve hotel valuation and
future profit potential.

After two days of hard work,

Grand Valley State took home
The People’s Choice Award,
and Oklahoma State received
the Judges Championship
Trophy.

“We are thrilled to honor the skilled
and innovative winners of AAHOA’s
inaugural Collegiate Championship:

Hotel Turnaround Competition,” said AAHOA
President & CEO Laura Lee Blake. “This ground-
breaking event showcased the exceptional talents
and creativity of students representing outstanding
hospitality management programs as they tackled real-
world challenges in hotel ownership. Witnessing their
teamwork and problem-solving skills is truly inspir-
ing. AAHOA is proud to lead the industry in provid-
ing unique opportunities to elevate and celebrate
the next generation of hospitality leaders, and

we thank everyone involved in bringing this

vision to life.”
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Make
i

by JENNIFER BARNWELL

HE HOSPITALITY
industry continues
to evolve, remains
fiercely competitive,
andincludes almost
endless choices for
travelers. Amid this dynamic land-
scape, hoteliers continue to seek
ways to innovate their offerings
and to provide guests not only
with accommodations, but also
unforgettable experiences that will
stay with them beyond checkout.
Travelers are seeking to explore
destinations for leisure, well-
ness and relaxation, and culinary
experiences. They’re also ventur-
ing into lesser-known, secondary,
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@ 2-MINUTE READING TIME

Why unigue experiences should be at
the forefront of a hotelier’s strategy

destinations they may not have considered
before along with the whole family.

One of the top travel trends today is the
traveler’s desire to experience hotels in a
new way, connect with the destination,
and create memorable experiences like
they’ve never had before.

While it’s true some travelers seek hotels
based on location, member rewards, or cer-
tain amenities, it’simportant for hoteliers to
cater to the new wave of experiential travel-
ersseekingmorethanaplacetorest. These
travelersare planning trips around activities
that cater to their interests, whetherassolo
travelers, couples, or a family.

Recent trend reports even show there’s
demand among consumers not only for
new destinations but for unique bucket-list
experiences. It’s a growing trend amplified
by the power of social media, and a new
generation of savvy travelers including mil-
lennials and Generation Z.

Hoteliers should think about travelas an
artform; for consumers, it makes sense for
the hotels to curate these unique experi-
ences as the experts in the industry and
the destination.

When developing experiences, hotels
should think about making them distinct,
personalized, memorable, and tied specifi-
cally to their destination. In addition to cre-
ating new experiences, hotels also should

consider unique ways to elevate current
offerings to take them to the next level.

These experiences can range from local
culinary adventures, immersive cultural
activities, vibrant art exhibits, and outdoor
adventures - providing guests with memo-
rable and authentic moments.

At the heart of crafting unique experi-
encesisanin-depth understanding of the
guests. Hoteliers should comprehend the
diverse preferences and desires of trav-
elers, which involves recognizing every
guest is unique. In addition to personal-
ized experiences, hotels should focus on
immersing guests in the local culture.
Hotels can serve as a portal for guests to
explore and engage with the essence of the
destination. Whetherit’s through curated
local excursions, partnerships with local
artists or businesses, or even showcasing
local art within the hotel premises, every
touchpoint should be designed to bring
the destination closer to the guest in an
organic and seamless way.

Creating unique experiences not only
ensures guest satisfaction but also results
in positive reviews, increased customer
loyalty, and word-of-mouth recommenda-
tions, which are invaluable in the highly
competitive hospitality landscape.

Another essential aspect of crafting dis-
tinctive experiences involves ensuring
their effective promotion and presenta-
tion to prospective guests. Historically,

guests have relied on hotel concierges to
gather information about activities and
events during their stay. However, it’s cru-
cial to proactively highlight your unique
offerings well in advance of their arrival,
recognizing travelers seek inspiration and
information when planning their trips.
Doing so can also solidify their choice of a
particular hotel, since many want to ensure
astraightforward and hassle-free booking
process of experiences and activities.

It’s important to create a website and
social presence that’s user-friendly and
visually appealing. For example, these plat-
forms should provide guests with ways to
search for different experiences by location
or interest. A dynamic platform can allow
visitors to explore and draw inspiration for
their next vacation.

The art of curating unique experiences
for guests requires a fusion of person-
alization, cultural immersion, exclusive
offerings, exceptional service, and a dedi-
cation to leaving an indelible mark on
each guest. |

Jennifer Barnwell is president
of Curator Hotel & Resort
Collection. Launched in
November 2020, Curator

2 provides lifestyle hotels the

) power to compete together
while allowing its members the freedom to
retain what makes their hotels unique. She
currently serves on the Boutique Lifestyle
Leaders Association (BLLA) Board of Directors.

TODAYSHOTELIER.COM | MAY 2024 | 37


http://TODAYSHOTELIER.COM

Raise a hand

Leadership
and the
independent
hotelier

by RAVI B. PATEL

N/SHUTTERSTOCK.COM
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N INTEGRAL COMPONENT

of the hospitality industry is

its robust system of vastly

different options for guests

and properties alike.

Despite this wide array of

possibilities, as the industry grows and the

day-to-day grind continues, it can be chal-

lenging for hoteliers to break out of the day-

to-day grind, step back, and identify areas

of improvement where the overall experi-
ence - for staff and guest - is elevated.

Within the independent sector, however,

taking stock of operational challenges and

thenimplementing new procedures might

feel less onerous without the strings that

come with brand ownership. Ultimately,

independent operators are leaders at

heart, choosing to take the path less trav-

eled, and they often are already looking

for the next solution even before a new

challenge is presented.
At the core of every successful inde-
pendent operator, you’ll find a passionate

leader guiding the ship, navigating opera-
tional complexities, and ensuring guests
feel seen and valued. This approach is part
of the reason why independent properties
have stayed so resilient even in the face of
extreme market challenges.

Effective leadership in this segment of
the industry goes beyond just managing
finances and schedules. It’s about creating
a culture of hospitality that values every
interaction, from the friendly front desk
welcomes to the spotless room cleaning.
Leading an independent isn’t just about
managing room inventory; there’s a deeper
knowledge of managing guests and their
experiencesinvolved. By prioritizing empa-
thy, empowerment, adaptability, data-
driven decisions, and continuous learning,
leaders can cultivate a thriving business
that delivers exceptional guest experiences
and secures long-term success in a competi-
tive market.
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Leaders in the independent market
understand that guests are at the core of
their business. They cultivate empathy
by actively listening to guest needs, pro-
actively addressing concerns, and going
the extra mile to create a comfortable
and memorable stay. This personal touch
builds loyalty and positive online reviews,
crucial for success in today’s digital land-
scape. Thisapproach at the surface seems
simple; it hasits complexities as returning
customers are a key achievable metric for
this industry.

Operationsrely on a diverse team, from
housekeeping staff to maintenance work-
ers. Successful leaders foster a collabora-
tive environment where everyone feels
valued and empowered to contribute. This
involves clear communication, delegation
of tasks, and recognition of individual and
team achievements.

The independent industry is dynamic,
facing changing guest preferences,
onomic fluctuations, and evolving

AA

@ 2.5-MINUTE READING TIME

A business is only as good as its leader and by
fostering a culture of hospitality and embracing
continuous improvement, leaders can transform

technologies. Leaders need to be nimble
and adaptable, embracing new trends
while staying true to the unique value
proposition. This might involve imple-
menting tech solutions for contactless
check-in, diversifying amenities to cater
to specific traveler needs, or exploring
sustainable practices to attract eco-
conscious guests.

The best leaders are lifelong learn-
ers. They invest in their own growth by
participating in industry conferences,
workshops, and leadership develop-
ment programs. This knowledge is then
channeled into improving team skills,
implementing best practices, and stay-
ing ahead of industry trends. Abusinessis
only as good asits leader and by fostering
a culture of hospitality and embracing
continuous improvement, leaders can
transform their properties into havens
of comfort, creating memorable experi-
ences that keep guests coming back for
more. |

their properties into
havens of comfort,
creating memorable
experiences that
keep guests

coming back

for more.”

Ravi B. Patel is an AAHOA
Member having served as the
2022 Independent Hotelier
Committee Chair, leading
strategic industry
partnerships for AAHOA
Platinum Industry Partner Bookit N Go.
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Obstacles ahead

Hospitality can expect improved 2024, but an
unsettled economy keeps the pressure on

by STEFAN BURKEY

HERE’S A LOT FOR THE

hospitality industry to

look forward to throughout

2024, as spending on busi-

ness travel is expected to

finally surpass 2019 levels
and the surge in leisure trips is a positive
indication.

But even so, hospitality businesses
should stay cautious. An unsettled eco-
nomic environment, aggravated by an
unsettled political environment in an
election year, will keep the pressure on
profits. That’s especially likely if inflation
doesn’t relent and continues to damper
travel demand and keep costs high.

In fact, increased, inflation-driven
expenditures were cited as a top threat
to profitability in 2024 by two-thirds of
hospitality executives responding to HUB
International’s 2024 Outlook Executive
Survey. That’s affected not just commod-
ity prices but wages, a big pressure point
given the industry’s labor shortage. Plus,
as severe weather events occur more fre-
quently nationwide, related costs - for
property insurance and rebuilding - cre-
ate another burden to hoteliers.

Here’s what the industry can expect
in the rest of 2024 and how it will influ-
ence risk management strategies moving
forward.

HELP WANTED - STILL -

AND SOLUTIONS, TOO

The hospitality industry eliminated
212,600 positions in 2023 from 2019 lev-
els. Still, 82% of U.S. hoteliers say they’re
looking for staff, and restaurants need
more than 64,000 workers to achieve full
staffing levels.
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It’s an issue that led 72% of hospitality
industry respondents to HUB’s survey to
say has affected their organizations’ vitality,
resulting in a strong focus on recruiting by
more than half.

One way to boost the success of those
efforts is through benefits that are highly
personalized and create quality employee
experiences. By developing an in-depth
picture of individual employees’ needs and
wants, hospitality employers can differ-
entiate themselves in a competitive job
market. Younger workers, for example,
might be less interested in expensive
health insurance, but prefer to increase
access to mental health counseling and
telehealth services. Older workers might
prioritize prescription drug benefits and
retirement programs.

Ultimately, though, focusing on employee
well-beingin general pays off - and not just
inimproved recruiting and retention. Nearly
85% of HR leaders cited better benefits as
the way to lower recruiting costs and sick
days, and improve employee satisfaction.

PREPAREDNESS FOR
THE NEXT DISASTER
Risks - acts of God or man - challenge the
industry’s resiliency. COVID-19 imparted
hard lessons about the importance of risk
management and theimpact of sound prac-
tices on their operations.

But preparing for the next risk can be
problematic, especially as serious weather
disruptions become more common and
more devastating. The hospitality indus-
try can expect property insurance rates
to rise as much as 20% in 2024; rates for
catastrophic (CAT) perilsin high-risk zones
may rise by 70%.

One more manageable risk is liquor
liability in an era of nuclear verdicts for
overserving inebriated customers, which
calls for more rigorous training and over-
sight. In the short term, liquor liability
coverage is expected to rise by as much
as 20%. Meanwhile excess coverage is
expected to increase similarly, and get-
ting limits covered by a single insurer will
be difficult. Also under pressure will be
employment-practices liability insurance
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asinsurers add wage-and-hour exclusions
and reduce limits in response to growing
class-action litigation.

Resorts, hotels, or restaurant chains
with positive loss history - particularly
those located in CAT-prone areas - may
benefit from joining a captive. Captives
give access to insurance capacity that
would be otherwise difficult to obtain.
In addition, companies participatingin a
captive are entitled to share in any under-
writing profits.

PROTECTING PROPERTIES
AGAINST WHAT MAY COME

Extreme weather - wind, rain, heat, fire -
all pose a threat to restaurant, hotel, and
resort properties, making aggressive risk
management against growing exposures
key for favorable renewals.

On one front, that means ensuring prop-
erties are maintained and exceed safety
standards, like upgrading windows and
roofs. But weather and disaster modeling

canreduce vulnerabilities and be a positive
at renewal. While some mitigation tech-
niques like using geospatial intelligence to
predict earthquake, wildfire, or flood vul-
nerability may seem prohibitively expen-
sive, even adding simple measures such
as water monitors - which insurers often
distribute for free - will make propertiesa
more attractive risk.

PLAN FOR THE FUTURE
It’s nevertoo late to have a strategy in place
that encompassesinsurance, risk manage-
ment, and a vital employee workplace.
An experienced broker will evaluate
insurance programs for coverage limits
and gaps and ensure risk management
resources are provided to support busi-
ness goals. Awealth of benefits options are
available, along with ways to evaluate indi-
vidual workers’ needs. The right experts
can help ease the challenge of designing a
differentiated, personalized benefits pro-
gram without breaking the bank. |

@ 4-MINUTE READING TIME

Stefan Burkey is the
hospitality practice leader
for HUB International
Florida. In this role, he
oversees insurance

/M placement solutions for
owners, developers, and operators from
limited-service hotels to full-scale resorts.
Stefan and his team clearly understand the
financial needs and exposures associated
with the hospitality industry, and their
singular focus has generated profound
market knowledge and significant buying
power for HUB clients throughout Florida and
the U.S.
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inding the phonies

Overcoming the rise in fake IDs

by TERRY SLATTERY

HILE THE HOSPI-
tality industry
may not typically
be thought of as the
primary target for
fraudsters, the hotel
business confronts a crucial challenge
of staying ahead in the relentless race
against fake ID fraud. Hotels, regardless
of their size, face significant risks from rev-
enue loss and reputational damage due
to identity theft and the use of fake IDs.
These risks encompass various challenges,
including credit card chargebacks for room
costs, sophisticated points fraud rings,
and the potential misuse of hotel spaces
forindividuals operating under an alias.
With a surge in new ID formats, rang-
ing from five to 20 each year in the U.S.
alone, the competition against fraudulent

Dr o documents has intensified. Additionally,

MAHMUDUL-HASSAN /SHUTTERSTOCK.COM, DILUCK/SHUTTERSTOCK.COM
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the inherent nature of the hotel industry
often requires the reading and verification
of identity documents from guests around
theworld. As technology advances, it fuels
not only the creativity of fraudsters but
also equips hotels with sophisticated tools
for protection.

So, what are the complexities of this
ongoing race and the pivotal role tech-
nology, particularly artificial intelligence,
plays in navigating this ever-evolving
landscape?

Therise in fake ID usage in hotels is more
than a mere regulatory concern, it’s a
multifaceted threat affecting security,
legal standing, and the overall guest
experience.

Fake IDs can significantly undermine the
safety of guests, exposing hotels to risks
ranging from underage individuals access-
ing restricted areas to guests claiming to
be someone they’re not. Then there are
more severe implications, like the loss of
liquor licensure or fines due to non-compli-
ance with identity verification laws.

The intersection of physical and digital
identities, such as key card systems linked
to specific guest profiles, accentuates the
necessity for accurate identity validation.
This is vital for managing access controls
and maintaining security protocols, such
as in emergencies like fire drills.

Ultimately, hotels aren’t just service pro-
viders, they’re custodians of their guests’
well-being. Recognizing these challenges
and verifying each guest’s identity is the
first step toward fortifying the industry
against this costly type of fraud.

The evolving landscape of fake IDs pres-
ents a unique challenge where technol-
ogy plays adualrole - as both the enabler
of sophisticated fraud and the key to its
detection.

Continuous technology innovation has
paved the way for more advanced forms
of identification, making it increasingly

difficult to distinguish genuine from fraud-
ulent. Fortunately, as the complexity of
fake IDs grows, so does the capability of
technology to detect them. Modern ID
verification systems employ a variety of
techniques, including biometric analysis,
and examining IDs against sophisticated
Al-powered templates that meticulously
analyze an ID’s physical characteristics
right down to individual pixels. These
systems also scrutinize security elements
visible only under ultraviolet and infrared
light, ensuring the verification of document
authenticity.

In this technological race, Alemerges as
a critical tool for hotels, not just in react-
ing to the threat of fake IDs, but in proac-
tively staying ahead of it. With Al, hotels
can quickly and accurately verify identities,
reducing the reliance on manual checks
and minimizing the risk of human error,
making it an invaluable asset in the fight
against fake ID fraud. Additionally, identity
verification enhances security, eliminat-
ing the need for physical photocopies of
IDs, which traditionally present privacy
and security risks for guests. By embrac-
ing these technological advancements,
hotels can enhance their security protocols
and provide a safer, more reliable service
to their guests.

Establishing rigorous ID verification pro-
cesses is a critical first step in grappling
with the escalating challenge of fake IDs.
Hotels must not only equip their staff with
the skills to detect these but also make
them aware of the legal ramifications of
failing to identify such deceptions. This
proactive stance is essential in safeguard-
ing the hotel’s reputation and compliance
with regulatory standards.
Theintegration of advanced ID scanning
technology, powered by Al and machine
learning, significantly strengthens a hotel’s
ability to recognize counterfeit docu-
ments. This technological leverage not
only enhances security measures but also
relieves the staff from the overwhelming

@ 4.5-MINUTE READING TIME
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The evolving

landscape of fake IDs
presents a unique
challenge where
technology plays a

dual role - as both the
enabler of sophisticated
fraud and the key to

its detection.”

pressure of fraud detection, allowing them
to redirect their focus towards providing
guests with great service.

Despite these advancements, technol-
ogy isonly part of the solution. Staff train-
ing plays a critical role in ensuring that
personnel are equipped with the knowl-
edge and skills to support these techno-
logical systems. Regular training sessions
on the latest fake ID trends and the capa-
bilities of detection technology are vitalin
maintaining a vigilant staff.

The hotel industry’s struggle against
fake ID fraud is a testament to the ongoing
rally between technological advancement
and fraudulent activities. Remember, in
the race against fake ID fraud, it’s not just
about keeping pace with the fraudsters; it’s
about staying one step ahead. By leverag-
ing Al'sadvanced capabilities and ensuring
regular staff training, hotels can create a
more secure and trustworthy environment
for their guests. |

Terry Slattery is CEO of
IDScan.net and is a
technology industry veteran
with more than 35 years of

experience leading and

"f/ | growing Saa$S businesses. He
served as the president of ForRent.com for 30
years, growing the platform into one of the
largest digital apartment marketplaces in the
country. ForRent.com was acquired by
Apartments.com, a subsidiary of the CoStar
Group (NASDAQ: CSGP) in 2018.
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Serving up

The SLPS Gaam Volleyball Tournament
& National Expo scores big in networking
opportunities

by JODI SCOTT

HOA WAS HONORED TO RETURN AS A SPONSOR
of the Surti Leuva Patidar Samaj (SLPS) Gaam
Volleyball Tournament & National Expo 2024, held
earlier this spring in Dallas, TX. AAHOA took part
to educate people on the importance of advocacy and
representation in the hospitality industry.
Theall-day volleyball tournament featured 252 teams
from across the United States, representing their Gaam
. '(village) from Surat, India. Some 7,500 people took part
including players, spectators, and vendors.
} AAHOA representatives who attended include
'\Fhairman Miraj S. Patel, Vice Chairman Kamalesh
‘(KP) Patel, Treasurer Rahul Patel, Immediate Past
Chairman Bharat Patel, and North Texas Regional
Director Dhiren Masters.

The mission of the National Gaam Volleyball
Tournament is to facilitate networking, promote
brotherhood, have competitive fun on the court, and
enjoy the company of friends, family, and business
networks.

The eventis overseen by SLPS, which is a nonprofit
religious, cultural, and non-political organization to
provide a forum for meeting, facilitating, and encour-

aging religious observance, sharing ideas, providing
cultural programs, and endeavoring toward commu-

nity advancement.
Thisis not the first time AAHOA Members have gath-
ered on opposite sides of the net to “network” and sup-
port a common cause. A couple of years ago, AAHOA
Members used a volleyball competition with 37 teams as
an opportunity to support local causes through the Asian
American Sports Club of San Diego. In 2022, AAHOA hosted
itsinauguralvolleyball tournament, bringing together 30 teams
and 200 players. |
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DEVELOPMENT

MAURA
MORTON

Vice President, Executive
& Strategic Initiatives
AHLA

SARAH
KOUSTRUP

President
NATIONAL HOSPITALITY
SERVICES

MARK
KREN

Director, Real Estate &
Investment Reporting
KALIBRI LABS

USE PROMO CODE ‘EXTSTAY24’ FOR 15% OFF!

The Extended Stay Hotel Forum

oo May 21, 2024 | New York, NY

MATT

MCELHARE
VP & Segment Leader,
Extended Stay
CHOICE HOTELS

ALEX
CERULLI

Vice President,
Business Development
PATH CONSTRUCTION

WALTER
ISENBERG

President & CEO
SAGE HOSPITALITY GROUP
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AAHOA Member Jan Gautam, President & CEO of
IHRMC, hosted Congressman Darren Soto (D-FL 9th
District) for a back-of-the-house tour at Gautam’s
Marriot property in Orlando, FL.

Click the QR code for a special video
AAHOA produced in recognition of
Women'’s History Month earlier
this year.
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AAHOA CLUB BLUE, PLATINUM, SILVER, AND BRONZE INDUSTRY PARTNERS

The following companies provide generous ongoing support to AAHOA and its members. A heartfelt and sincere
thank you is extended to every one of our Industry Partners for their contributions to AAHOA and the industry at

large. When searching for a provider, consider doing business with the Industry Partners.

AAHOA CLUB BLUE INDUSTRY PARTNERS

CLUB BLUE

7422

Always Designing
for People”

ADP, Inc.

Thomas Bell: (973) 510-0196

ﬁ!AVENDRA(

Avendra
Mara Radis: (301) 825-0311

CHASE ©

Gauthier

Anand Systems Inc

W ] e A L e

Anand Systems Inc.

Mike Joshi: (209) 653-8546

Chase

Murphy & Houghtaling

Lowss PRO

Lowe’s ProServices
Julie Patel: (210) 627-3830

John W. Houghtaling, II:

(504) 456-8600

Faheem Khan: (972) 324-5510

d:ish business

DISH Business H

Khalid Jivani: (510) 299-7935

TINLM

mex

O'CONNOR

0’Connor & Associates
Andrew Choy: (713) 375-4224

ome Box Office

Michelle Mahoney:

(347) 610-1081

AAHOA PLATINUM INDUSTRY PARTNERS

. s Y O
Amana PTAC
Byron Cortez: (800) 647-2982

ARS Global Emergency
Management
Piro Hernandez:
(786) 575-2131

BWH ' Hotels

Best Western Hotels
& Resorts
Michelle Zajac:
(800) 847-2429

ybemweb Horels. 1ic

@ttt

Cyberweb Hotels
Bhavish Bhutta:
(813) 731-1960

bookit /- go
bookit n go
Sarah Eley: (949) 329-8181

@ ——

GE Appliances
Rachel Atkinson:
(502) 656-8926

@npm
PTAC

Zmgas
Champion PTAC, LLC
Chris Goreman:

exfended
ﬁ STAY
P=L AMERICA
Extended Stay America
Linda Trexler: (980) 345-1600

PROCELL

BY THE DURACELL COMPANY
Procell
Catherine Nelson:
(289) 838-4759

(754) 224-9498

Curve Hospitality
Sargent Khan: (713) 819-7296

G6 Hospitality
Franchising, LLC
Tina Burnett: (972) 360-9000

’P?dRooF

Red Roof Inn
Matt Hostetler:
(713) 576-7426

SONESTA
Sonesta
Jordan Langlois:
(954) 254-3539

F ]
TV Asia
Pradeep Hegde:
(732) 650-1100 ext.26

WYNDHAM

Wyndham Hotels & Resorts
Klaudia Porebski:
(973) 753-8350

AAHOA SILVER INDUSTRY PARTNERS

AcculLack, Inc.

Acculock, Inc.
Dan Brown: (866) 222-8562

alvi
Alvi Satellites
Prashant Ajmera:
(678) 466-7868

DECOR 4

commERTiaL
Floor & Decor Commercial

Dickson Furniture

HDSUPPLY

HD Supply Maintenance
Bree Lewis: (800) 233-6166

| = b oo

Bath Knot Hospitality
Gavin Hsu: (347) 337-0691

hihotels

hihotels by Hospitality
International
Gary Gobin: (770) 270-9398

Manufacturers Delana Delgado:
Paul Mougel: (713) 747-0341 (877) 659-2478
] e
docvyT furniture
DOCYT Foliot Furniture
Sid Saxena: (812) 340-4725 Mahesh Parekh:
(702) 278-7380
pm:cn;s ;m;swm- FDrtiS
cotan, nc. Fortis

Michael Pfister:

(317) 250-5189 Raj Pannu: (972) 979-2296

@r iospRatibyl

Hospitalityl
Babita Patel: (713) 343-5875

LIBERK 1
Berkshire Hathaway Direct
Insurance Company

Brandon Lockhart:
(833) 274-4270

GREENTREE
HOSPITALITY
GROUP

Greentree Hospitality Grou

@INITI

PAYROLL-HR-BENEFITS
INFINITIHR

Daniel Mormino:
(623) 455-6234

p

Booking.com
Richie Yang: (702) 235-5488

COX

BUSIMESS®

Cox Business
Alea Riley: (404) 269-3057

JACARUS0
Jacaruso Enterprises
Melanie Calcagno:
(210) 415-0522

El Nicole Lei: (702) 465-5753
Elkay Interior Systems (EIS) .
Greg Gliniewicz: gllﬂStSﬂGDW
(630) 346-7549 Guest S-upp-l.;/—l
P A Sysco Company
JEntegra Justin Haggart:
(732) 868-2331
Entegra
James Perry: (615)342-9575 ',Ica reers
Hcareers

Doug Tutt: (605) 409-1304

Kings 11
Jennifer Burks: (972) 965-9439

= M3

M3
Haley Wolf: (770) 531-3746

Marcus & Millichap
Biran Patel: (214) 505-4547

55 MATRIX

TELEGEM ERLETIONE

Matrix Telecom
Ashu S. Upa: (800) 283-0539

MSI

MSI Surfaces
Anil Palasamudram:
(713) 570-7000

Aty

Kellanova-Kellogg’s
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Tina Griffin: (630) 335-3737

rIANaVIEN

Navien
Victor S Reichstein: (480)
707-1135
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AAHOA SILVER INDUSTRY PARTNERS (cont'd)

[=HHI

1]
NewGen Advisory

NEWGEN

A B W oo

Dinesh Rama: (602) 648-2700

Procure Spectrum»
P Hospitality pENTERPRISE TettoSéﬁ‘
Procure Hospitalit Spectrum
%) 6745 Tetto5G

Jyotish Patel: (408) 674-5930

Enterprise Solutions
Stephanie Pitts:

Tony Lent: (248) 974-5428

@(] IGITAL
"

USA Digital, Inc.
Aaron Gomez:
(909) 200-5445

Walmart

Business

Walmart Business

Ryan Ramirez: (209) 643-3691

H H 212)379-5826
Rinnai. ( o
IOCI‘\ Rinnai UE_@)
OCAFurniture Dipesh Parekh: (404) 821-0908 . - .
Fiona Shi: +86 18359625931 Statn Bank of Tems Universal Financial
Suly | State Bank of Texas Consultants
B ekl | Melissa Butler: Vincent Munno:
i B Lo il i (469) 200-8245 (727) 669-0109
. . Serta Simmons
PHD r'“a""f‘l Hospitality Bedding
Paul Darrow: Andrea Hochworter:

(888) 508-7558

(770) 353-0122

k\_& W World Cinema

World Cinema, Inc.

Ella Ahmed: (713) 266-2686

AAHOA BRONZE INDUSTRY PARTNERS

AAADVANTAGE Hytera =
LAUNDRY SYSTEM3
AAdvantage Laundry DPA Attorneys at Law Hytera
Systems Pooja Patel: Ty Estes: (213) 519-7465
Marcela Veloz: (760) 372-0007
(800) 880-2138 I
FABIAN COUTURE INNRLY
. Grour INNRLY
m Vimal Patel:

All4Lodging.com

All4Lodging

Fabian Couture Group

h'4
UNCOMMON 71| Executive Apparel

(504) 251-8314

Naresh “ND” Bhakta: Kim Zabala: "q‘lntertek
(626) 253-6355 (201) 460-7776 A )
APOGEE Intertek Cristal
A Travel Fﬂ]]“ﬂé Seth Martin:
Apogee Travel S (978) 614-0619

Pearson Talbert:
(844) 827-6433

Faultless Brands
Justin Nelson:
(816) 520-4477

@ | BATH NEHDOGL

Jacuzzi Bath Remodel

Bottom Line Concepts
Samir Patel:
(301) 332-9077

Timothy McGuire:

ﬂFEnGusuH (815) 257-6064
Ferguson
Eric Tucker: 't,_}
(434) 249-3785 Rid N
JANSEN

Your ink s Soner specabs
Coast to Coast Computer
Products, Inc.

Kyle Kurtz: (800) 231-4553

ADJUSTERS I\mwmm\m
way to settle claims

FG

FGIl Industries
Glen Paporello:
(973) 652-3978

Jansen/Adjusters
International
David Moore:
(832) 496-6761

®
COBBLESTONE
HOTELS
Cobblestone Hotels, LLC
Brian Wogernese
(920) 230-2622

@BRANDS

Focus Brands
Rani Bhatt:
(404) 978-4829

KINGSDOWN
Kingsdown Hospitality
Vince Nicholson:
(404) 229-8042

D0

Dairy Queen
Jennifer Rude:

Hotel Design Services

el 5

JIO Supply
Andy Soni: (909) 721-6975

Samir Parikh:
(908) 222-9383

(952) 830-0391

pennys

Denny’s Corporation

Horel

OlegArifov: (470) 960-9026

ke OM SOLLITIONES

Hotel Renovation
Solutions

Kiwitech
Rakesh Gupta:

Mark Levis:
(615) 603-8373

DEXTER.
LAUNDRY
Dexter Laundry, Inc.
Mackenize Flattery:
(641) 209-8115

(917) 929-1620

: o Ml Al
Hub International J‘._g‘ P i
Kim Gore: Marathon Fitness

(843) 839-4380 Ashley Thomas:

(713) 705-9278

-
HVS ME
Daneen Godinet:
(214) 766-5394 MBC Public Adjusters

Mady Galarza:
(708) 537-8229

@idea

Midea America Corp
Sean McKinney:
(973) 459-6283

)
NAVINA
Navina Wealth
Shashin Vora:
(619) 855-7898

NoewSpace'

Newspace, Inc.
Jason Chen:
(650) 873-8029

OMNNERA
Onnera Group
Maria Blanco:
(786) 493-4099

Peoples Bank
S

Peoples Bank
Ashley Jones:
(601) 867-6263

Parth Hospitality
Parth Thakkar:
(803) 319-7365

@) PHONESUITE

PhoneSuite
Angela Koslowski:
(303) 991-2649

PointeNorth
Insurance Group
Paul Mayo: (816) 582-5181

Primrose Schools
Blair Burdette:
(404) 423-4247

PureHD

PureHD
Ryerson Ciesluk:
(978) 460-5560

e
.

Queen Bee Purchasing
Robert Brown:
(972) 743-1254

ROYAL
Royal Basket Trucks

Cindy Lapidakis:
(608) 358-1302

Soarr Services
Michael Ferrer:
(817) 437-8011

W SOUTHEASTERN
o s

Southeastern Laundry
Equipment
Heather Villa:
(770) 928-0080

®

Pineapple Capital Group
Dharmang M. Shah:
(850) 960-5500

o T
RS

Star Textile
Theresa Sutton:
(586) 758-2700

Pinnacle South, LLC
Stephanie Harrell:
(770) 227-3476

®

STRATEGIC CLAR

Strategic Claim
Consultants

James Houston:
(404) 902-6017

SWAY

Subway
Ursula Lane:
(800) 888-4848

TEMPUR+SEALY

Tempur Sealy
David Wiles:
(419) 297-8522

HOTEL Poswi LRl

Ujas Hotel Furniture
Umang Pandya:
(201) 888-1848

uuwsm@
Graan Group

Universal Green Group
Megha Thacker:
(214) 842-6721

(PR )
LT ]
USALEDs

Tarunkumar Patel:
(551) 998-4923

VISUAL
a MATRIX

Visual Matrix
Patty Jefferson:
(817) 881-5176

Verdant Energy
Management Solutions
Erika Webber:
(888) 440-0991

H [
Vogue Hospitality

Bobby Sethi:
(770) 282-0418

Wizehire:
Wizehire

Michael Stevenson:
(512) 567-9376

VOGUE

HGEPITRLITY
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CLASSIFIEDS

) 5 Years &
Warranty

Easy
1 Financing _§

5000+ HOTELS-MOTELS WORLD-WIDE TRUST

MATRIX COMMUNICATION & SECURITY
SOLUTIONS FOR EFFICIENT FUNCTIONING

« Hospitality IP Phone

System :
« Time-Attendance and %

Access Control
« HD IP Security-Camera
System

1291, N.Tustin Ave.
E m Anahiem, CA 92807-1603

Call: 1-(800)-283-0539
TELECOM | SECURITY  sales@matrixhotelpbx.com

www.matrixhotelpbx.com

ADVERTISERS INDEX

ALV Satellites ... Inside Back Cover
www.alvisatellites.com

Chase Payment SOIULIONS ... 4
www.chase.com/
DISH BUSINESS ..o Outside Back Cover
MEEFIX TEIECOM ..o 48
matrixhotelpbx.com/
MOTEL B 3
gbhospitality.com/franchising/
Patel & ASSOCIAES........cvvecveeeeeeeeee e 48
patellaw.net/
Red Lion

Hotel Corp - SONESEA ... Inside Front Cover

franchise.sonesta.com

UNique REFINISNEIS w...oooooieeeee s 48
uniquerefinishers.com/

Vanities INTEINATIONAL ... 48
www.vanitiesinternational.com

Watco Manufacturing COMPaNY..... e 7
watcomfg.com/

BATHTUBS 24 SHOWER PANS

Repair ¢ Restore * Reglaze

Don’t Let Amateurs and “Fly-By-Nights” Ruin Your Bathtubs!
Unique Refinishers is the nation’s oldest and largest bathtub
repair, reglazing and restoration company. You can be assured
of the highest quality workmanship and materials for chips, old
tubs and tile, cracked fiberglass, cultured marble, etc... service
provided Coast to Coast!

E UNIQUE®

REFINISHERS, INC.
Nationwide 1-800-332-0048

Atlanta 770-945-0072

www.uniquerefinishers.com
We specialize in fiberglass Bathtub & Jacuzzi Repairs
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FORMERLY
HOTEL VANITIES VANITI
atio

inTEEHE MAE

&

SINCE 1999,

GLOBAL LEADER

IN HOSPITALITY
PRODUCTS

Vanity Tops & Bases
Shower Surrounds & Pans

Granite & Quartz
Domestic & Import Options

PN TERSATROIMAL

Visit our website to download our Catalog

2L YOS . 888-457-7465
vanitiesinternational.com

sales@VanitiesInt.com

FRANCHISE
LITIGATION

negotiating franchise agreements
and liquidated damages settlements.

PCS)A

PATEL & ASSOCIATES

Mahesh I. Patel

Patel & Associates, Attorneys at Law
Phone: 972-643-1813

Fax: 972-231-0104

Email: mpatel@patellaw.net
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THE ADVANCED
ENTERTAINMENT PLATFORM

| YOUR YOUR CUSTOMIZED WELDQME MESSAGE
I LOGQ  SETTHE TONE FOR YOUR GUEST'S STAY

niece nir=a

CHANNEL GUIDE | ON DEMAND

| NETFLIX IRHQULL A

EMJOY FREE

Example Home Screen pictured for illustrative purposes only. Netflix subscription/login required. Set-top box and custom antimicrobial remote.

The Advanced Entertainment Platform’ (AEP) combines DIRECTV® linear satellite and broadband
over-the-top content for an enhanced entertainment experience for your guests, residents or patients.

Live TV On Demand content from over Add your own
[ve includes sports. breaking news > | 45 programmers plus App-based + promotional channels
— hit shows gnd n'10re g ' content from SHOWTIME; Hallmark, and share information with your
Saltbox TV and more at customers with local and over-the-air
no additional cost content insertion features
Customizable Home Screen =) Remotely manageable @8 Custom|z_able Prgperty
I includes a logo, welcome _J No PMS integration required —o Information App included
~~  message, background image I RUIDIENTA COSt
and more

Offer ends 12/31/23. New or renewing approved H&I customers only. 5-year programming agreement req'd. Credit card required (except MA & PA). Early Cancellation Fee may apply.

Scan or call Alvi Satellites 1.855.999.8115 to learn more

°ADVANCED ENTERTAINMENT PLATFORM (AEP): Professional install. req'd. Reg's one receiver per TV, each sold separately. Add'l monthly fee of $1.99 per room per month applies. Each TV must have available HDMI port. Req'd programming:
ENTERTAINMENT or above. 4K programming w/AEP req's compatible TV and ENTERTAINMENT, XTRA or ULTIMATE." Req’s broadband intemet access w/ recommended speed of 25Mbps per 100 receivers. Intemet access not included. Compatibility:
COM2000 w/ COM51 card or COM3000. Other system limits and requirements may apply. ADVANCED ENTERTAINMENT PLATFORM (AEP) OFFER: Offer ends 12/31/23. Offer is available to new or renewing Hospitality and Institutions customers with a
5-year programming agreement. Customers subject to a current programming agreement may terminate such agreement without penalties if customer agrees to a new 5-year programming agreement with this offer. Offer is eligible for one (1) HD COM
System (includes 23 channels) per property & one (1) AEP set top box per room at no additional cost, OR one (1) HD COM System (includes 23 channels) with NTSC-16 per property & one (1) AEP set top box per room at no additional cost. Properties must
subscribe to ENTERTAINMENT (§9.25/room/mo.) or above. ENTERTAINMENT promotional bundle price includes ENTERTAINMENT ($7.50/room/mo.), local channels (§1.10/room/mo.) and technology fee (50.65/room/mo.). Bundled rate will be listed as two
separate line items on customer hill. Additional charge of $1.99/room/mo. in all units for AEP. 50-room minimum is req'd per property. To access DIRECTV HD programming, HD equipment req'd. IN THE EVENT YOU FAIL TO MAINTAIN YOUR

SUBSCRIPTION TO THE REQUIRED PROGRAMMING PACKAGES YOU AGREE TO PAY AN EARLY CANCELLATION FEE EQUAL TO $15,000 PRORATED BY THE NUMBER OF MONTHS YOU PAID FOR THE REQUIRED PROGRAMMING PACKAGES
DURING THE COMMITMENT PERIOD. Payment is due within thirty (30) days of receipt of a notice of failure to complete the commitment period. INSTALLATION: Custom installation charges apply, and installation fee is based on property
size. Applicable use tax adjustment may apply on retail value of installation. Availability of DIRECTV service may vary by location. In certain markets, programming/pricing may vary. Make and model of system at DIRECTV's sole discretion. Offers void where
prohibited or restricted. Hardware and programming available separately. Receipt of DIRECTV programming subject to terms of the DIRECTV Terms of Service for Hospitality Establishments and the DIRECTV Terms of Service for Institutions; copy provided with
new customer information packet. Taxes not included. DIRECTV programming, hardware, pricing, terms and conditions subject to change at any time. SHOWTIME and related marks are trademarks of Showtime Networks Inc., a Paramount Company.
Individual programs, devices and marks are the property of their respective owners. All Rights Reserved. ©2023 DIRECTV, LLC. DIRECTV is a trademark of DIRECTV, LLC. All other marks are the property of their respective owners.
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T 670/ of hotels report
O staffing shortages'
Turn rooms faster and maximize efficiency
for your team through in-room TV.

OnStream by DISH Business connects to your back-end S peCia I Offe r

systems to make it easy for guests to check out, extend
their stay, and more right from their TV. Modernize your
hotel operations and save valuable time for staff with fo r AAH OA
efficient self-serve experiences.

members

Switch to DISH
Business and get
one month of free
programming

Learn more at dish.com/aahoa

Welcome, Mayal! 4 $500 for every

: property you refer.*
‘ g & : \ Check-out

Mk B 500,

"The American Hotel & Lodging Association

*One month free offer ends 8/1/24. Early
termination fee applies. Credit applies
to core programming only. Cannot be

] — combined with other offers. Commitment
| E required and other restrictions apply.

Referral incentive amount dependent

on the drop count of referred property.
Program requirements include America’s
Top 120 with HD minimum; minimum of 30
rooms/units; 60-month commitment; ad
functionality required if EVOLVE is installed.

d:sh business | Watch what’s possible O I T e sl e


http://dish.com/aahoa
mailto:aahoa@dish.com
https://info.dishbusiness.com/aahoa
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