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Technology designed
with hospitality in mind.

DISH Business delivers premium hotel entertainment solutions informed by years of
innovation in the industry. Our future-forward technology is designed to evolve with
guest needs while providing the best value to hoteliers.
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Visit us at HITEC, Booth #1007, and our partners too.

N itali _
7~ Enseo HN v PureHD eLocry ) World Cinema

BOOTH #301 BOOTH #1625 BOOTH #333 BOOTH #2531 BOOTH #1401

Get free programming for your first two months.
No upfront equipment costs.

CLUB BLU

AAHOA Exclusive: Save up to $500 with every =
eligible hotel referral’

busi
'Offer ends 12/31/22. Early termination fee applies. Commitment required and other restrictions apply. u s I n ess

2Requires proof of AAHOA membership, 30-room minimum, 60-month commitment, Qualified Programming, .
and EVOLVE with ads. Credit applied on second bill cycle. Offer ends 12/31/2022. Other restrictions apply. Contact us at dish.com/hotels
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Brighten your portfolio.

While profit is
the highest,

the cost is
substantially
lower than
other franchises.
We have grown

so much more
with G6.

Amar P. & Amit P,

Franchisee Owners

0

motel + studio

Motel 6
o o)

ik

$46.88

avg. RevPAR

Studio 6 Extended Stay
o o

ik

$44.65

avg. RevPAR

(o)

Join Motel 6 and Studio 6 today.
gbhospitality.com/franchising

(844) 456-3633
franchiseopportunities@géhospitality.com

2022 All rights reserved. G6 Hospitality IP LLC. 4001 International Parkway, Carrollton, Texas 75007. This advertisement is not an offer to sell a franchise.
An offer can only be made by means of a Franchise Disclosure Document that has been registered and approved by the appropriate agency in your state,
if your state requires such registration. Minnesota registration Nos. Motel 6: F-5053; Studio é: F-5052.*Source: Item 19 of the Motel 6 and Studio 6 FDDs
dated March 5, 2021 as amended on April 9, 2021 and July 1, 2021**Source: Item 19 of the Motel 6 and Studio 6 FDDs dated March 4, 2022
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CHASE

Payment processing that's simple, secure and
trusted by over 10,000 AAHOA Members

We've been AAHOA's preferred partner for 25 years. As the number-one merchant acquirer in the U.S.," processing
over $1.59 trillion globally? and backed by financial powerhouse JPMorgan Chase (named World's Best Bank 2020),?

our strategic payments experts, solutions engineers and fraud specialists are here to help you.

With Chase you'll benefit from:
+ A dedicated lodging team

.

- Preferred group rates UB BLLIE

[
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cL

+ 24/7/365 customer support

+ In-person, online and on-the-go payment options

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

"Nilson ranking March 2021

2JPMorgan Chase 2020 Annual Report

3Euromoney, September 2020

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. ©2022 JPMorgan Chase & Co. All rights reserved.
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(V) 2-MINUTE READING TIME
IN THE KNOW

[ Things
to KNow seuason

( )

AAHOA CO-HOST TWO ALIS SUMMER EXPLORE THE AAHOA BROADCAST
UPDATE EVEN'I.'S.. sty o " AND BECOME AN INDUSTRY

AAHOA Past Chair Vinay Patel (2021-2022) will INSIDER.

speak to attendees on July 14 in Nashville, and J LHS Did you know the AAHOA Broadcast gives
Chairman Neal Patel will share his hotel devel- : you recent membership news, hospital-

opment outlook on July 19 in Dallas. AAHOA is ity updates, and exclusive discount codes

< AMERICAS LODGING

proud to co-host and collaborate with BHN Group EINVESTMENT SUMMIT | to leading hotel industry events? Stay
to produce both events. Make plans to join us in informed every day and
Nashville and Dallas this month. There’s still time to register. become an industry

Burba.com/ALISsummerupdate insider when you

\_ /) bookmark the

AAHOA Broadcast (
as one of your

AAHOA HAS FOUR REGIONALS new favorite web-
LINED UP THIS MONTH. sites. AAHOA.com/
Our regionals demonstrate AAHOA’s dedication to engaging Broadcast

members and industry partners at the grassroots level. With four
regional events lined up this month, you won’t want to miss the
chance to meet top vendors, network with hospitality-peers,and
receive region-specific hospitality updates. All hotel owners can
attend, even if you’re not already an AAHOA Member. Check the
events calendar for more information, and join
us! AAHOA.com/2022Regionals

ARHOACHEN

TRADE SHOWS SAVE THE DATE: REGISTRATION FOR
AAHOACON23 WILL BE OPENING SOON.
Joinusin Los Angeles for the event of the year! The 2023

JOIN AAHOA AT THE LODGING AAHOA Convention & Trade Show is set for April 11-14
CONFERENCE IN SEPTEMBER. in Los Angeles, CA, and registration will be opening this
The Lodging Conference, set for September 19-22 in Phoenix, brings fall, so mark your calendars. AAHOACON23 will bring
together the hotel industry’s most influential owners, operators, together industry professionals, deal-making on the
presidents, CEOs, and dealmakers to strategize about every aspect of trade show floor, networking opportunities, and subject-
theindustry’s development, finance, franchising, management, con- matter experts for the largest gathering of hotel owners,
struction, design, and operations. Again this year, AAHOA is hosting not to mention the exciting Welcome Reception and

a reception at the Lodging Conference . Block Party — which always create a memorable week
on Tuesday, September 20 from 5:30-7 kg [,p [ﬂ for attendees. Mark your calendars and stay tuned for
p.m. at The JW Desert Ridge at The Isle of 9 updates! AAHOA.com/Convention |

Capri. You will not want to miss the excit- &pﬂé/cﬁk&ﬁ

ing sessions and conversations. Register J
to attend at LodgingConference.com. K
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LETTER FROM THE CHAIRMAN

NISHANT (NEAL) PATEL,
CHO, CHIA
AAHOA CHAIRMAN (2022-2023)

@ 2-MINUTE READING TIME

In a league of your own

AA

Innovation and
implementation
are the new
keys to success.
We need to
find a way to
overcome this
obstacle, and
'm a strong
believer that
technology will
help us do it

8 | JULY 2022 | TODAYSHOTELIER.COM

GREW UP IN SURAT, INDIA, BUT NEARLY TWO DECADES AGO, MY FAMILY HEADED TO
Mississippi, leaving everything behind in search of the American Dream. Six months later,
we moved to Texas.

My cousins played baseball because we all played cricket growing up, and I soon signed
up, too, without even knowing the game. It also was a way to make friends as | was learning
English and acclimating to a new culture.

We were immersing ourselves in the “American Experience.”

On the first day of practice, we were all standing in line, and the coach went around ask-
ing everyone what positions we wanted to play. Everyone told the coach what position they
played - first base, and so on. Then they asked me, and | had noidea. So, | pointed somewhere
in the middle of the field and said, “over there.”

I didn’t realize at the time that | pointed at the shortstop position, which is one of the hard-
est positions in baseball. At least, for me, it was.

I stillremember breaking windows at the independent motel - a 21-room motelin Giddings,
Texas - while practicing on the asphalt. My parents were less than pleased.

We didn’t have a lot of resources, and my brother and I, despite being so young, helped our
parents with various tasks around the motel, as we didn’t have the budget yet to hire more
staff. We lived on-site, wore many hats, and sometimes worked all day without eating lunch
ordinner.

I used to watch my parents closely when they dealt with guests or any issues that came up
at the hotel. They taught us that hard work and education are keys to success.

Fastforward 20 years, and I’'m now running the family business. Like many other businesses,
the labor shortage was tough on us. We increased wages but still didn’t have enough people to
cover the overnight shift. From housekeeping to front desk agents, we struggled to fill positions.

As | always say, innovation and implementation are the new keys to success. We need to
find a way to overcome this obstacle, and I’'m a strong believer that technology will help us
do it. I’'m hopeful for the future.

Economy and extended-stay hotels’ revenue numbers are actually outnumbering 2019
numbers. But upscale or midscale hotels are struggling to bounce back. I think it will take a
few years for them to break even.

So, if you're like me as ayoung boy, and asked what position you want to play, have the con-
fidence to just point and figure it out. And I’'m not just talking about baseball. That’s all we’re
doing here, right? Everyone s just figuring out how to move forward given all the uncertainties
as we finally see the light after years of darkness because of the pandemic.

As we all chip in until our economy and staffing get back to normal, it might be a little
uncomfortable.

You might break a window here and there, but practice makes perfect and it always can
be fixed. |
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LETTER FROM THE PRESIDENT & CEO Dz-wmure renoms rive

The detour is

° °
LAURA LEE BLAKE, ESQ.
wewese the destination
: NEVER PLANNED TO BECOME AN ATTORNEY. | HAD ASPIRATIONS OF BECOMING
6 6 a reporter and anchor in one of the top TV news markets, such as New York, Los
Angeles, or Chicago.
Durmg my ﬂ rst I interned at a local station in Chicago while | was in college and saw firsthand
. how these journalists were covering hard news stories that were helping and making an
six months to . impact on people in the communities they served. It made a lasting impression on me,
a yea rin my and | decided to go to law school to become a legal or justice correspondent.
, During my law school years, | had an opportunity to work as a summer associate for
new rOle, I'd several national and medium-size law firms and fell in love with the law, especially civil
llke to help , litigation and trial work.
While the practice of law can be very demanding, it’s extremely rewarding to serve clients
lead AAH OA as and help them find justice and fairness in their business transactions and related disputes.
It rela u nCheS Asthe ancient proverb says, “Clothe yourself with strength and dignity, so you can laugh
. . at the days to come.” That’s a lot, but it will give your life meaning and purpose, and you
IS Operathnal will never regret the choices you have made.
miSSiOﬂ aﬂd ‘ Fast forward 25 years, and here | am.
With AAHOA’s upgraded 12 Points of Fair Franchising and the future of franchising in
advances to general, I’'m excited to return to AAHOA and open the dialogue with the leading franchisors
aChieve |tS for the benefit of our members, the brands, and all franchise systems.
. I’m excited to follow the lead of our membersin building and expanding on the influence
goa IS, with . of this great association to have a lasting impact for years to come.
guida nce : During my first six months to a year in my new role, I'd like to help lead AAHOA as it
. relaunches its operational mission and advances to achieve its goals, with guidance
a ﬂd Strateglc and strategic direction from the AAHOA Board of Directors, Committee Members, and
direction from Ambassadors. . -
‘ Thisincludes rebuilding the AAHOA team, taking advantage of the great dynamic talent
the AAH OA . wehave, refocusing our tactical priorities, working through anincredible Regionals season,
Boa rd Of and continuing AAHOA’s efforts.
. Before | even officially started in my new role as president and CEO at AAHOA, | testified
Directo rs, during a hearing on a fair franchising bill in New Jersey. Several AAHOA Members shared
Com m ittee . their personal experiences related to provisions of the bill during the hearing. This team
¢ effort, and AAHOA Members’ sharing their testimonies, is truly what made an impact. In
Mem berS, and the end, the committee passed the bill. To learn more, see page 11.

Am bassadors.” As an attorney, I’'m always honored to represent my clients and am most proud when
I can truly make a difference for them. As AAHOA’s newest president and CEOQ, it’s an
honor to represent the members, and this is just the start of the difference | plan on
making for you. |
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We’'re here, and we’re changing the way the industry does business. GE APPLIANCES

a Haier company

Committed to working as hard as you with a team of over 400 employees,
a portfolio of more than 650 products and a dedicated sales rep in every
region, we're listening and ready to help at GEAppliancesAirAndWater.com.
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ADVOCACY IN ACTION

@ 2.5-MINUTE READING TIME

AAHOA takes Trenton

New Jersey bill bolstering franchisees’
rights is expected to gain passage

by NICK FORTUNA

N THE GARDEN STATE, ABIPARTISAN

effort to grow the rights of franchisees

in the hospitality industry is sprouting,

and legislators expect it to bear fruit
later this year.

Assembly Bill 1958 would make impor-
tant changes to the New Jersey Franchise
Practices Act that would benefit many hotel
operators in the state and - if it eventually
becomes law - part of the credit will go to
AAHOA and its members.

On May 12, a group from AAHOA traveled
to Trenton to testify in support of the legisla-
tion before the state Assembly’s judiciary
committee. Attendees included prominent
hotel owners and association leaders such
asMahendra (MZ) Patel, regional director for
the Mid-Atlantic; Bhavesh Patel, who served
as AAHOA’s chair in 2017-18; and Laura Lee
Blake, who was named president and chief
executive earlier in the month.

The bill contains several key provisions
affecting operators of franchised hotels,
including:

~) Limiting the duration of non-com-
pete agreements to six months.

—> Prohibiting franchisors from requir-
ing a capitalinvestment greater than
$25,000 from franchisees more than
once every five years, unless franchi-
sors can establish a return on the
investment.

~) Requiring franchisors that receive
“any rebate, commission, kickback,
services, other consideration, or
anything of value” to fully disclose
them to franchisees and turn them
over to franchisees.

—) Putting restrictions on the manda-
tory sourcing of goods or resources.

—> Prohibiting franchisors from sus-
pending, restricting, or preventing
access to franchise services.

Assembly Bill 1958 is sponsored
by Democrats Raj Mukherji, Robert J.
Karabinchak, and William W. Spearman,
along with Republican Ronald S. Dancer.

Mukherji represents densely populated
Hudson County, where a large number of
hotels compete to serve the New York City
and North Jersey markets. After the bill
cleared the judiciary committee in May, he
said he was “reasonably optimistic” that it
would pass the Assembly and state Senate
later this year, sending it to Democratic Gov.
Phil Murphy to be signed.

“AAHOA’s advocacy has been instru-
mental in moving this legislation forward
because they shared with us, on behalf
of their members, what could be done to
make the hospitality industry more equi-
table and how to protect franchisees from
unfair, unscrupulous practices,” Mukherji
said. “At the heart of this bill, we’re asking
for transparency from franchisors.”

According to a 2021 research study by
Oxford Economics, AAHOA Members own
45.4% of the hotels in New Jersey, employ
more than 72,000 workers, contribute $7.3
billion to the state’s GDP, and pay more

than $2 billion
in federal,
state, and
local taxes.

Mukherji
said pro-
tecting New
Jersey’s
hotel opera-
tors  from
unfair business
practices took
on added impor-
tance due to the pan-
demic, which resulted in
“unfathomable” hardships for
the hospitality industry.

“In trying to help these businesses
recover, we learned about a number of prac-
tices by franchisors that are just unfair and
seem to be exploiting the lopsided leverage
and bargaining power they have,” he said.
“In general, I'd rather not have government
interfere with the free market, but this is
one of those times when public policy and
government need to step in and level the
playing field somewhat.” |

Raj Mukherji
New Jersey State
) Representative
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THE C-SUITE

| .aura Lee

&% Blake

President & CEO

by MELISSA STERN

OLLOWINGAVOTE BY THE AAHOA BOARD OF DIRECTORS, LAURA LEE BLAKE, ESQ. IS THE NEW PRESIDENT AND CEO
of AAHOA, the nation’s largest hotel owners association. Laura Lee has been an attorney for more than 25 years and most
recently was a partner with Connor, Fletcher, and Hedenkamp LLP in Irvine, California. She brings decades of experience
in the fields of law, government, business, and academia to AAHOA.

Melissa Stern, AAHOA’s director, corporate communications, sat down with Blake for a Q&A to learn more about her and
her vision for the future of AAHOA.

MELISSA STERN: CAN
YOU DESCRIBE YOUR
OVERALL EXPERIENCES
IN THE FIRST FEW WEEKS
AS THE PRESIDENT AND
CEO OF AAHOA?

LAURA LEE BLAKE: The
only word to describe the first
few weeks in this new role is
“exhilarating.” To be back with
AAHOA and serving our nearly
20,000 members, as well as
working with the AAHOA team
members and collaborating
with our Officers, Board mem-
bers, and Ambassadors, is
definitely a once-in-a-lifetime
opportunity. Plus, with AAHOA
continuing to strengthen its
influence in the hotel industry
and political circles, this pro-
vides a new platform to voice
our concerns and make a true
difference for the benefit of our
members. I’'m looking forward
to the challenges ahead and
loving every minute of it.

MS: YOU WORKED WITH
AAHOA FROM 2005 TO
2014.I1STHIS TRANSITION
EASIER FOR YOU SINCE
YOU ALREADY KNOW
AAHOAAND MANY OF THE
MEMBERS FROM YOUR
PRIOR YEARS WITH THE
ASSOCIATION?

LLB: Yes, my relationships
with many of the leaders and
key members of AAHOA have
continued strong, and it’s
a joy to be back. I've com-
mented several times that it’s
as if nothing and everything
has changed. It reminds me of
the popular Yogi Berra quote
that “It’s like déja vu all over
again.” Coming back, I'm see-
ing so many familiar faces. I'm
reconnecting with many of my
friends, colleagues, and the
strong members | had worked
with before. We had close rela-
tionships back then,and we are
picking up where we left off.

12 |JULY 2022 | TODAYSHOTELIER.COM

Now that I’'m back, not only will
| be working with them again,
but in many situations, | will
also have the opportunity to
work with their children who
have become strong leadersin
their own right.

It’s truly the American Dream
for our members to have come
to the U.S. to build their busi-
nesses and communities, and
to now have their children -
who grew up in the hotelindus-
try and many of whom have
been educated in our top uni-
versities - take over the hotels
with a new vision and focus.
To participate in this multi-
generational setup within the
families and the community
enhances every aspect of my
new position because they’re
ready to proceed to take
AAHOA to new heights in the
upcoming years.

On top of that, AAHOA has
also grown tremendously.

There is a level of profession-
alism and overallinfluence that
is more pronounced than it was
before. This is a tribute to the
hard work of all past AAHOA
leaders. It’s an exciting time to
come back and step into this
role of serving AAHOA and lead-
ing in a new capacity. It’s truly
anhonor, and thereis nowhere
I would rather be.

MS: WHAT DO YOU WANT
PEOPLE TO KNOWABOUT
WHAT YOU ARE WORKING
ON FOR YOUR FIRST 30,
60, 90 DAYS?

LLB: The list of goals and
objectives for my first 30, 60,
and 90 days is highly ambi-
tious and, as you might expect,
continues to grow by the day.
There is so much opportunity
at AAHOA, and our leaders are
boldly taking on the challenges
to serve the members in new
and innovative ways. One of
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my key initiatives is a focus on
fair franchising and AAHOA’s
overall franchise-relations
efforts. Members are reporting
increased challenges and con-
cernswith their respective fran-
chise systems, and they want
more balanced, fair, and equi-
table terms and practices. We
are closely analyzing this from
the perspective of the revised
12 Points of Fair Franchising.
We’re also opening dialogues
with the various franchisors
and brands, while support-
ing legislation that moves the
proverbial needle and makes
a long-term difference for the
benefit of our members. | was
very passionate about these
efforts in prior years when |
was working with AAHOA, and
I haven’t lost that passion or
focus. Rather, it has only been
made stronger after hearing
the stories from our members
about many unfair and unjust
practices.

To be clear, I should empha-
size that franchising provides
numerous advantages and
benefits for franchisees across
the various industries. It has
opened doors of opportunity
for our AAHOA members and
countless other small business
owners who have owned and
operated highly successful
franchised businesses. We have
seen great efforts by many of
the franchisors to work closely
with their franchisees to help
them grow, expand, and thrive.
Forthose franchisors who aren’t
leading with fairness and are
failing to promote practices

that benefit their franchisees,
we urge you strongly to make
the necessary changes for the
benefit of the entire franchise
system. This would be a win-
win for all.
On a personal front, my
father was a General Motors
franchisee when | was grow-
ingup. He had a car dealership
in a small rural community in
Northwest lowa, and he sold
Pontiacs and Buicks to mem-
bers of the local community.
During those years, | saw the
challenges he faced as a result
of several GM mandates that
were unfair and burdensome,
especially for smaller dealers
that didn’t have the same
resources and reserves
as the bigger dealer-
ships in larger urban
communities. Since
my father would
bring our entire
family to the large
automobile con-
ventions, | would
join him at the
NADA (National
Automobile
Dealers
Association) .’V
meetings
during these
events. As |
watched the
NADA leaders
and representa-
tives advocating for the mem-
bers and speaking out on their
behalf, | frequently wanted to
join them to represent the
interests of the smaller deal-
ers. | wanted to seek changes
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It’s a blessing
to be given this
opportunity to

serve our AAHOA
members in

this way and
seek changes
that will benefit
their businesses,
employees,
families,
communities,
and guests.

that were favorable and bal-
anced. Thereis a deep personal
connection and drive to assist
AAHOA Members, especially
those with smaller hotels who
might be struggling to support
their families and their com-
munities. It’s a blessing to be
given this opportunity to serve
our AAHOA membersin this way
and seek changes that will ben-
efit their businesses, employ-
ees, families, communities, and
guests.

MS: WHAT REASSURANCES
WOULD YOU OFFER TO
MEMBERS, INDUSTRY
PARTNERS, OR ANYONE
WITH UNCERTAINTIES
ABOUT AAHOA’S FUTURE?
LLB: AAHOA is strong, and

I would reassure them that
the ardor and dedication of
our Officers, Board Members,
and members are unparal-
leled in the industry.

Many of the new
initiatives this

year involving fair franchis-
ing, advocacy, education, and
the innovative use of technol-
ogy to improve operations are
brilliant in their design and
sustainable for the future. It’s
becoming increasingly clear
that AAHOA will progress fur-
ther and beyond any point
previously explored. There are
teams of leaders determining
how best to move forward and
capitalize on the many oppor-
tunities that lie ahead for the
organization. There should be
absolutely no doubt that if it
can be done, AAHOA will do it.
In addition to the efforts
of the Officers and Board
Members, we also have a very
strong Past Chair Committee
with past AAHOA Chairs who
serve as the honorable “senior
statesmen” of the associa-
tion. The Past Chairs have the
wisdom and commitment to
ensure we are on the right path
and doing things that arein the
best interest of the members.

We won’t stop until we have
achieved our goals. | trust our
members will stand united and
join the efforts to effect change
for the long term.

MS: WHAT ELSE ARE YOU
FOCUSING ON REGARDING
CHANGES WITHIN AAHOA,
INTERNALLY, AND HOW DO
YOU PLAN TO NAVIGATE
THESE UNCERTAIN TIMES
AS WE TRAVEL DOWN THE
ROAD TO RECOVERY FROM
THE PANDEMIC?

LLB: As many organiza-
tions continue to address the
employment changes and con-
cerns arising from COVID, the
same is true with AAHOA. We
are contemplating, forexample,
whether it’s best to bring the
entire team back to the office on
afull-time basis, or use a hybrid
approach as we move back to
normal.

In addition, we are looking at
restaffing key leadership posi-
tions, rebuilding the team, and
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creating plans to better serve
our members as AAHOA grows
and evolves. Our AAHOA team
members have been diligently
serving the association and the
members, and my goalis to help
them continue to identify and
achieve their own career goals
and objectives, and provide
the experiences, training, and
resources they need to do so.
We have some fantastic lead-
ers on our team, and | will be
striving to be a champion for
promoting their work and the
great things they do for the
association.

Chairman Neal Patel has
identified important priorities
for this year. To achieve these
goals, we must build the right
teams, create strategic plans,
and execute the long-term
goals. AAHOA is ready to go to
the next level. The AAHOA team
is here to turn ideas into initia-
tives, initiatives into plans, and
plans into reality.

MS: WHAT IS YOUR
VISION FOR HELPING
AAHOA’S NEARLY 20,000
MEMBERS?

LLB: My vision is to make
changesin the franchise indus-
try that will achieve balance for
both the franchisors and their
franchisees over the long term.
This will improve the bottom
line for many of our franchisee
members while attracting the
next generation of hoteliers
to enter the industry because
there will be an ROl and profit
that hasn’t been diminished by
amenity creep or any prolific
fee increases. My vision also
encompasses a greater role for
AAHOA as a strong advocate
and influencer with elected
officials and decision-makers
at the federal, state, and local
levels, especially given the
unsurpassed strength of our
grassroots efforts when our
members show up to speak

20 q

their concerns. Finally, | envi-
sion that AAHOA will continue
to host an event lineup that is
unrivaled in the industry with
our spectacular Conventions,
Regionals, Townhalls, and all
related meetings.

I recently read a quote from
J.P. Morgan that aptly sums up
the decisions being made, as
well as the strong efforts for
AAHOA to take the lead as a
powerful voice for hoteliers in
effectuatingimportant changes
across the industry. The quote
reads as follows: “The first step
towards getting somewhere is
to decide you’re not going to
stay whereyou are.” ’'m looking
forward to discovering new and
unmatched opportunities that
previously haven’t been seen.
It’s a new day. It’s a new start.
Thisis AAHOA. |

uestions

A quick get-to-know-you

Television series or movie?
Delivery or sit-down restaurant?
Beach or mountains?

Baseball or volleyball?

Coffee or tea? Both!

Play or musical?

Morning or night?

Chinese take-out or tacos?
Heels or flats?

Spring or Fall?

Swimming pool or lake?

Fake or real Christmas tree?
Attend a party or host a party?
City or countryside?

Art museum or history museum?
Ability to fly or ability to read minds?
Music or podcasts?

Red wine or white wine?
Madonna or Michael Jackson?

Netflix or Amazon Prime?
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@ 7-MINUTE READING TIME

Short-staffed hotel companies test new

hires early while still providing career-
development opportunities

by NICK FORTUNA

URINGARECENTDRIVETO THE AIR-
port, Sarah Saracino counted half
a dozen hotels within shouting dis-
tance of the parking lot, all compet-

o
- _——
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Early in the
pandemic, when
occupancy rates and
staffing levels hit
record lows, many
hotel companies
used cross-training
programs to get
more from the
employees who
remained. As a
result, ambitious
workers emerged
with new skills that
could lead to better
opportunities within
the company or
elsewhere”

To Saracino, that moment
reaffirmed the importance
of her company’s career-
development initiatives,
aimed at retaining talented
workers, building a pipeline
of future managers, keeping
employees engaged, and giv-
ing Meyer Jabara Hotels a leg
upinrecruiting. The Danbury,
CT-based company has 28
hotel properties under brands
such as Marriott, Hilton, and
Hyatt.

“If they’re not going to get
career-development opportu-
nities from us, they’re going to
go to a different hotel group
that can give it to them, soyou
basically get what you give,”
Saracino said. “Someone who
feels that we’ve invested in
themis moreinclined to stay.”

Early in the pandemic, when
occupancy rates and staffing
levels hit record lows, many
hotel companies used cross-
training programs to get
more from the employees
who remained. As a result,

ambitious workers emerged
with new skills that could lead
to better opportunities within
the company or elsewhere.

TEACH THEM WELL
Facinga persistentlabor short-
age as business picks up, hotels
now find themselves with lim-
ited time and resources to train
new and existing employees,
according to Gary Gobin, direc-
tor of operations for hihotels by
Hospitality International. The
Tucker, GA-based company
has about 230 hotels under
the brands Red Carpet Inn,
Scottish Inns, Master Hosts
Inns, Downtowner Inns, and
PassportInn.

Gobin said that in addition
toteachingbasicjob functions,
hihotels is training employees
to clean and sanitize facilities
according to elevated stan-
dards and to recognize signs
of human trafficking. The com-
pany has used AAHOA’s online
training resources to address
human trafficking, and at a
recent regional conference, a
Houston police officer spoke to
company employees about the
topic. Subsequently,
hihotels made

his presenta-

tion avail-

able to all of
its employees
online.

But besides cover-
ing those “hot top-
ics,” Gobin said,

hotels generally

are providing a lean
training program
designed to get
new hires contrib-
uting to operations
almostimmediately.
Hotel executives readily
acknowledge the ben-
efits of robust onboard-
ing, cross-training, and

employee-development
programs, but when you’re
severely understaffed, who
has the time?

“l believe that with the
present labor shortage and
higher-than-normal turnover
of employees, hoteliers more
than ever have had to rush
employees into jobs because
they need a body there to
work, often not taking the nec-
essary time to fully train new
hires,” Gobin said. “They’re
not getting the full experi-
ence. They’re being taught
the basics, and then hopefully
somebody’s around to assist
them should they need deeper
knowledge.”

LET THEM LEAD THE WAY
Despite that reality, hoteliers
must find time to train employ-
eesand map outa plan for their
success if they want to reduce
turnover and bolster recruit-
ment, Saracino said. At Meyer
Jabara Hotels, there are two
main branches to the career-
development program:

Individualized learn-
ing plans (from which
all employees can

benefit)

Leadership develop-
ment for managers in
training

The learning plan is a simple
form that workers and their
supervisorsfill out together, out-
lining new skills the employee
would like to learn and setting a
timeline for doing so. For exam-
ple, afront-desk associate might
want to become a night auditor,
so the employee and his man-
ager will identify the skills he’ll
need to develop, including mas-
tery of the company’s account-
ing system.

ANNA ANDERSSON FOTOGRAFI/SHUTTERSTOCK.COM
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I've worked with that
calls regularly asking if
| need anything.

Rimpal Patel, Red Roof Franchisee
Columbus, MS

‘ ‘ Red Roof is the only brand

TU% -

FRANCHIS
SATISFAC

DNSISTE

PERFORM /

THE
PET ONLINE
REVIEWS?

Experience the difference of a Genuine Relationship.

Contact Matthew Hostetler, Chief Development Officer, mhostetler@redroof.com / redrooffranchising.com

> B o . S . HOMETOWNE
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Genuine Relationships. Real Results?®
2019 Franchise Survey. ? TripAdvisor, 2021. This is not an offer. No offer or sale of a franchise will be made except by a Franchise Disclosure Document first filed and registered with the applicable authorities. For New York: An offering can only be

made by a prospectus filed first with the Department of Law for the State of New York. Such filing does not constitute approval by the Department of Law. For Minnesota: #F-5824. Red Roof Franchising, LLC, 7815 Wa y, New Albany, Ohio 43054.
022 Red Roof Franchising, LLC
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Let education
be your

Major employers such as Amazon and Walmart
have made headlines recently by providing free
college tuition to some employees, a perk that
many hospitality companies simply can’t match
following several years in the red.

Hilton is a notable exception, announcing in
January a partnership with Guild Education to give
employees free access to continuing-education
classes. Guild Education provides access to about
2,200 academic programs through large, public
universities like Oregon State, historically Black
colleges such as Spelman, nonprofit schools like
Southern New Hampshire University, and other
organizations offering professional credentials
and certificates.

The program began this spring and is open to
employees at Hilton’s U.S. properties and corpo-
rate offices. At the time of the announcement,
Hilton said it had almost 2,900 hotel job openings,
ranging from entry level through general manager,
atits 18 brands.

According to Guild Education, employees par-
ticipatingin the program are 2.7 times more likely
than their peers to remain with their company. In
addition, Chipotle found that frontline employees
participating in the program were 7.5 times more
likely to ascend to a management position.

Gretchen Stroud, Hilton’s senior vice president
of talent and inclusion, noted that 40% of the com-
pany’s U.S. employees have been with Hilton for
at least 10 years. By offering them educational
opportunities, the company will “support our

team members in building lifelong, fulfill-
ing careers here at Hilton,” she said.
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Showing
appreciation for
your staff and
treating them
rightis really the
key to keeping
turnover low.”

Next, the supervisor will
schedule training sessions and
job-shadowing opportunities
so the employee can learn from
the company’s top performers.
In just afew months, the front-
desk associate should be ready
for his new role.

“The learning plan is about
making sure our employees
feel that we’re committed to
them by helping them achieve
their goals,” Saracino said.

Learningplans are for every-
one, butthe leadership-devel-
opment program is strictly
for “rising stars,” she said. To
apply, employees must have
a bachelor’s degree, at least a
3.0 grade-point average, ref-
erences, and - in most cases

- a willingness to relocate.
Once accepted into the
program, employees will

spend a full year at one
of the company’s top full-
service properties, learning
every aspect of the business.

Initially, participants learn
about the hotel brand and its
overall operations to get an
understanding of how each
position, department, and
division of the company con-
tributes to its success. Then,
employees get hands-on expe-
rience by spending one month
in each of the hotel’s depart-
ments, including accounting
and human resources; the
rooms division, consisting of
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the front office, housekeeping
and engineering, food and bev-
erage, and sales and catering.

Participants spend the
remaining months assigned
to one particular department,
performing a deep dive into
operations that prepares
them for managerial posi-
tions. Mentors are assigned
to participants at the start of
the program and meet with
them regularly to answer
their questions and provide
feedback.

Saracino said a night audi-
torrecently was accepted into
the program and is aiming to
become an assistant general
manager.

“This employee is really
interested in doing more,” she
said. “The program helps us
identify people who we think

have really strong potential so
we can keep them motivated
and engaged with us. That’s an
investment on our part because
we’re actually dedicating some-
body to their growth.”

GET ENGAGED

At hihotels, regional manag-
ers frequently give supervisors
tips for training employees and
keeping them engaged, includ-
ing the gift-card test. If house-
keepers aren’t consistently
checking each room’s draw-
ers after guests check out,
for example, managers may
leave a few small gift cards in
random drawers. If the house-
keepers find them, then they’re
rewarded for doing things the
right way, and if they don’t find
them, it’s ateachable moment,
Gobin said.

Most workers understand
thatthe labor shortageis strain-
ing companies of all types, so
they’re prepared to endure
a bumpy ride as long as they
feel valued by their employer,
Gobin said. In many cases, a
sincere thank you makes a real
difference, he added.

“Showing appreciation for
your staff and treating them
right is really the key to keep-
ing turnover low,” he said. “This
situation isn’t ideal. | value
training, and | think it’s one of
the most important things we
can do because your employ-
ees feel more confidentin their
job. But at the end of the day,
we still have to keep the busi-
ness running and turn these
rooms over.”

When hotels compress
their training programs, it

makes the hiring process all
the more important, Gobin
said. Hotels should prioritize
customer-service skills, pro-
fessionalism, and a pleasant
demeanor when evaluating
jobseekers, recognizing that
with limited time for training,
employees are bound to make
some mistakes.

“If you can hire an employee
who has great customer-ser-
vice skills, you can usually
recover from just about any-
thing,” Gobin said. “We know
that more things are falling
through the cracks than usual,
so during the interview pro-
cess, hotels need to get a feel
for how that employee would
handle customer complaints.
I always say, ‘It’s not that you
had an issue, it’s how you
respond to it.”” |
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Solving the workforce

Crack the code to retain your top performers

by ALICIA HOISINGTON

LMOSTFOURIN 10 OF ALL THE JOBS IN THE
U.S. lost since February 2020 are in the lei-
sure and hospitality industry, according
to the Department of Labor. That figure is
triple the number of the next hardest-hit
industry. And recovery has been bleak.
As of March 2022, employmentin the leisure and hospi-
tality sector is stilldown by 1.4 million - or 8.5% - from
its pre-pandemic level in February 2020, according to
the Bureau of Labor Statistics.

It’s safe to say hoteliers are having a tough timefilling
open positions. Talent competition is fierce, especially
aswages continue to rise across industries. Wages are
up 8.4% in the leisure and hospitality industry, accord-
ing to Axios. By comparison, total compensation for all
workersinthe U.S. inthefirst quarter was up 4.5% from
last year, according to the Employment Cost Index.

Although identifying, attracting, retaining, and pro-
moting top hospitality performers has always been
essential to success, it’s now crucial for survival as
hoteliers operate with skeleton staffs.

“At the hotel level, we are spending more time
rebuilding our teams. The hospitality industry lost
a lot of talent to other industries beginning in 2020,
and for many of them leaving wasn’t their choice. We
now have to reclaim that talent, as well as attract new
talent to the hotel industry,” said Steve Woodward,

TUMMAWAT KLAIWONG/SHUTTERSTOCK.COM
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vice president, quality, train-
ing, and development for Red
Roof. “At the corporate level
we are focusing on developing
our current talent. We have
watched many individuals
seize the opportunities of the
past couple of years, which is
truly inspiring. As the industry
recovers, it’s now our time to
invest in these individuals to
help them achieve their full
potential.”

IDENTIFYING AND
REWARDING TOP
PERFORMERS
Identifying top performers, and
then rewarding them, is key.
There are several ways to iden-
tify top performers, according
to sources.

“Onewayisto look forindivid-
ualswho are growing their skills
and knowledge in their respec-
tive areas of operation, but
more importantly we want to

Sources say there are several
ways to retain talent today.

Here are four of the
most-cited examples:

industry.

NAGOR AHMAD ZAMANI/SHUTTERSTOCK.COM

COMPENSATION

It should come as no surprise that
wage is a top factor to retaining
talent, especially when they can
go across the street to another
hotel offering more money.

BENEFITS AND
INCENTIVES

And Clarke said benefits need
to be “aggressive” and at
times “creative.” For example,
Peachtree provided its hotel gen-
eral managers a paid week off and
$500 to spend on themselves. For
corporate team members, they intro-
duced avacation-reimbursement plan
to ensure and prioritize team members’
well-being. The policy reimburses for
vacation-related expenses to incen-
tivize rest and promote personal lei-
sure travel, giving back to the travel

celebrate leaders,” Woodward
said. “We view top performers
as those who are innovative,
willing to experiment and take
risks, and are open to others’
views while inspiring their team,
peers, and supervisors. It’s
important to create an opera-
tions environment where hotel
staff can grow into these roles
and sharpen their skills.”
Vivian Clarke, senior vice
president, people & culture for

TRUST AND
APPRECIATION

This means hoteliers should trust their
teams to do the right thing. When a mis-
take is made, hoteliers should coach
employees.

CULTURE AND
EMPLOYEE
EXPERIENCE

“Ensure your team

members feel a connec-

tion to the mission and culture
of the organization. We all have
jobs to do, but our job satisfaction
is broader than simply being able to
perform the duties assigned to us.
I think we all want to know that we
are part of a meaningful team,” said
Sara Masterson, president of Olympia

Hotel Management.

24 |JULY 2022 | TODAYSHOTELIER.COM

Peachtree Hotel Group, said
all of the company’s general
managers and manager/
director-level hotel associ-
ates undergo performance
reviews that track various
metrics such as profit, rev-
enue, guest scores, and
culture. “We can monitor per-
formanceinreal time through
these reviews and will incen-
tivize annually and quarterly
based on scores achieved,”
she said.

That incentivizing is par-
amount. It’s not enough to
simply identify these super-
stars. Hoteliers must let
employees know they are
appreciated by showing as
much, sources said.

“In this labor market, you
must reward your team for
retaining them. Thereis com-
petition for these high per-
formers, sowe are aggressive
inhow we incentivize,” Clarke
said.

Woodward agreed. “Hosp-
itality is infamous for train-
ing incredible workers and
then losing them to other
industries. Your hotels’ top
performers have to feel
rewarded, and they must feel
like thereis a place for them
in hospitality with room to
grow,” he said.

In fact, a recent survey by
0.C.Tanner studied employee
engagement and how man-
agers can tailor their work-
placesto promoteit. Analysts
found employee recognition
was most important to 37%
of employees. And teams
scoring in the top 20% of
engagementexperience 59%
fewer turnovers. Despite this,
65% of employees haven’t
received any form of recog-
nition for good work in the
last year.

Promotions and monetary
rewards are only small pieces
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of retaining top performers,
however. Woodward said it’s
important to identify what
motivates each individual.

“Each generationis different,
and sometimes an elevated title
provides a milestone for suc-
cessthatis capable of retaining
greattalent. However, for other
generations having a societal
impactis more important than
title,” he said. “In the past, when
thebrand owned hotels directly,
there was more of a traditional
structure for upward mobility.
Today management companies
and individual hoteliers have to
create a career path for their
employees. Often this means
training someone beyond the
scope of their current position.”

For example, a hotel may
not have a sales department,
but a front-desk employee can
be trained to look for and find
local sales opportunities for
a few hours each week. This
builds a strong base of experi-
ence outside of their core com-
petencies while testing to see
what interests and challenges
these employees most.

“In addition to allowing for
improvement across the orga-
nization, promotion for top
performersis a powerful reten-
tiontool. These team members
usually have runway, and they
want to know that there is
growth available for them,”
said Sara Masterson, president
of Olympia Hotel Management.

RETAINING EMPLOYEES

But still, retaining employ-
ees is one of the hospitality
industry’s biggest challenges
today. The average employee
turnover rate across industries
is 12 to 15% per year, accord-
ing to the U.S. Bureau of Labor
Statistics. However, the hotel
industry reports experienc-
ing a turnover rate upward of
80% annually. The COVID-19

pandemic hasn’t made the
issue any easier.
“Adapting to theindustry after
COVID has been a challenge for
everyone, from operators to
guests. On the operations side,
hotels - like many other busi-
nesses - are perceived nega-
tively because it seems as if
individual employees have
inherited the workloads of two

orthree people, all for the same
pay,” Woodward said. However,
he said the reality is that many
organizations worked diligently
to streamline processes and
identified what was truly impor-
tant for success today.

“So yes, while there is a
persistent labor challenge to
overcome, hotels across the
industry have become easier

to operate. The good news is
this has allowed those who
want to learn to grow and
take on additional responsi-
bilities within the business,”
Woodward added.

Employee retention isn’t
just about keeping your cur-
rent employees on board. It’s
also about working to retain
your newer team members. For

It just makes sense.

Our newest innovation is debuting this
summer and we're excited to share
new ways to save you money. Follow
us on Facebook, Linkedln, and Twitter

to learn more!

Technologies
LA

850-249-2222
bandctech.com

sales@bandctech.com
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instance, studies show 20% of
employee turnover typically
happens during the first 90
days of employment.

“Make sure they are in
the right place to succeed
and don’t throw them into
the deep end early on.
Making sure new hires are
on the right shift for their
skill level is one of the sim-
plest yet most important
parts of the onboarding

process,” Woodward stated.
Additionally, he said leaders
should check in more fre-
quently than usual early on
to make sure the work experi-
enceis a positive one and that
they are not overwhelmed.
“We believe the first
two weeks of employment
are the most important in
determining the associate’s
longevity with our organiza-
tion,” Masterson said. “The

onboarding process includes
anorientation notonly to the
specific skills related to the
job for which a new associ-
ate was hired, but also an ori-
entation to our culture and
values. Setting the right tone
from day one - greeting a new
associate, ensuring they know
where to place their belong-
ings, where to have lunch,
whom they’re working with -
all build connections not only

Introducing

»
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tothe work but to the team and
organization.”

INSPIRATION FROM
OTHER INDUSTRIES

Hotels are unique in many ways.
For instance: “Hotels are unlike
retail and restaurants that have
set hours and close at night.
Hotels don’t have that luxury. We
are open 24/7, 365, and we need
managers and staff to work. We
must offer incentives to stay
ahead of the talent competition,”
Clarke said.

But hospitality can draw
inspiration from other indus-
tries. Clarke looks to the retail
and fast-food industries, for
example. “They are our closest
competitors, where we are com-
peting for talent. We do monitor
the benefits these industries
offer,” she said. “As an example,
the next-day pay was started by
the fast-food industry, and hote-
liers have adopted this benefit.
It is an essential benefit for our
hourly workers.”

Red Roof is constantly looking
forthe most current “bestin class”
across all industries, according
to Woodward. “The hospitality
industry has been studying the
secret sauce of companies to gain
a better understanding of how
they have so many happy people
working for them. We also look to
the airline industry to see what
they are doing to manage the
entire experience.”

Right now, he said the com-
pany is focusing on identifying
industries that aren’t struggling
with staffing to better under-
stand how they are recruiting
and retaining their talent.

“The challenge for hoteliers,”
Woodward said, “is how to get
beyond the wages the big com-
panies are paying and better
understand the culture they are
driving within their company,
and how we can replicate that
ateach property when there are
sometimes fewer opportunities
for advancement.” |
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Dodging

disaster

Getting to “you’re hired!” without a lawsuit

ROMOLO TAVANI/SHUTTERSTOCK.COM

by JOHN A. MAVROS and NELLY PINEDA

IRING CAN BE
one of the
most daunt-
ing stepsinthe
employment
process. Not
only is it difficult to find hard-
working, loyal employees, but
there are a host of hiring laws
and regulations that hotels may
not even know about.

Unfortunately, compliant hir-
ing practices can sometimes be
overlooked by hotels rushing to
fillvacant positions, but follow-
ing proper protocol is crucial.
These practices not only give
applicants confidence they are
applying to a well-run business,
but they reduce the risks of an
unnecessary lawsuit or discrimi-
nation claim.

Here are five “need-to-know”
requirements to ensure finding
your next star employee goes
smoothly.
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JOB POSTINGS

Job postings can be a
helpful tool to attract
quality applicants, but many hotels may
be surprised to know that postings are
governed by legal requirements. For
example, employers cannot use job
postings to screen people with crimi-
nal backgrounds. In fact, the California
Department of Fair Employment and Fair
Housing (DFEH) actively searches online
job advertisements that unlawfully state
that applicants with a criminal record
should not apply. Hotels should not
include language such as “no felons” or
“must have a clean record.” Conversely,
some states and cities have equal pay
laws that require employers to disclose
pay information in a job posting. In New
York City, employers are required to
include salary ranges in all job listings.

1—

J

2

EMPLOYMENT APPLICATIONS
Many jurisdictions have “ban the box” or
“fair chance” laws that prevent employ-
ers from asking about criminal back-
grounds until after a conditional offer
of employment is made. While it can
be counterintuitive, these laws gener-
ally don’t permit a job application to
ask about arrests or felony convictions.
Applications that haven’t been updated
should be reviewed for compliance as
soon as possible.
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3

INTERVIEWS

The interview is an opportunity to evaluate an applicant’s
potential fit, but it’s also an opportunity for managers
to inadvertently ask discriminatory questions. Managers
need to steer clear of any questions directed at protected
categories, such as an applicant’s age, medical status, or

citizenship status.

.

4 —

BACKGROUND
CHECKS
If an'employer screens applicants with
criminal background checks, the Fair
Credit Reporting Act (FCRA) requires a
specific disclosure. The disclosure must
be clear and conspicuous, exist as a stand-
alone document, and be signed by the
applicant. It requires that the disclosure
contain specific information and noth-
ing more. Some employers include addi-
tionalinformation such as liability waivers,
which can lead to significant penalties if
not in strict compliance with FCRA.

If a criminal conviction turns up, a con-
ditional offer cannot be rescinded unless
very specific steps and procedures are
followed. An employer cannot rescind
simply because they disapprove of cer-
tain past behavior. Rather, the employer
must demonstrate a strong link between
the conduct that underlies the conviction
and the particular risk in the workplace.
Employers should consult with their
employment attorney before rescinding

any offer.
=,

5

HIRING
UNDOCUMENTED WOR RS
Employers must verify an employe
work authorization by completing the
Employment Eligibility Verification (I-9)
Form and reviewing documents that con-
firm the employee’s identity and employ-
ment authorization. Failure to confirm
an employee’s work authorization can
result in penalties and even criminal
prosecution. Of course, if a document
appears to be genuine and related to
the worker, the employer must accept
it. On the other hand, employers are not
allowed to request documents beyond
what is required by the Form I-9 “List of
Acceptable Documents.” Hotels should
maintain a clear record to show they fol-
lowed I-9 procedures to show that any
undocumented workers weren’t hired
intentionally. |

@ 3.5-MINUTE READING TIME

Are you asking
the wrong
questions e

Here are some examples
of interview questions
that co nd you in

s. better

ill keep you

: of the

w. Training managers
n these important
disltinctio is key.

WRO (cH

you have any
ical conditions?”

IGHT:

Can you perform the
essential functions
of your job?”

WRONG:

“Are you anillegal alien?”

RIGHT:

“Are you authorized
to work in the U.S.?”

WRONG:

“What year did you graduate
from high school?”

RIGHT:

“Do you have a high school
degree or equivalent?”

This article prvovides an overview of the law and is not intended to be, nor should it be

construed as legal advice for any particu

lar fact situation. For additional information

regarding how this issue may affect your business, please contact the authors, John A.
Mavros or Nelly Pineda of Fisher Phillips, LLP, at (949) 851-2424.
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TRENDS

Riding the on-demand wave
for employee payment

Getting creative with payday flexibility

by FLORENCE HOSANNA

HE CURRENT LABOR SHORTAGE IMPACTING TOP- AND BOTTOM-LINE - )
profitability is challenging many employers to identify and implement ¢ e e . T“,tu o
benefits that resonate with employees. One such financial wellness & 1 T
benefit that’s becoming more popular, known often as on-demand
pay, has been implemented by employers like Amazon, Crocs,
Dunkin, and countless others across a variety of industries.

WHATITIS
Historically, on-demand pay
has been a service typically pro-
vided by financial technology
firms. It’'san employee financial
wellness benefit that provides
employees access to a portion
of wages that has already been
earned but not yet paid out.
Often, employees can manage
and access earned wages via
a mobile app and debit card
and this benefit has proven
to attract labor applicants,
improve employees financial
wellness, and reduce turnover.
Many of us reading may
never have experienced the
financial stress of living pay-
check to paycheck or asking
friends/families/employers
to borrow money to bridge
expenses to the next payday.
And many of us, it is hoped,
may never have had to resort to
cash checks at 10% fees or bor-
row money at payday loans at
exorbitant rates of 100-300%.
Unfortunately, this isn’t the
case for many American work-
ers. According to an IBISWorld
report, the check cashing
and payday loan industry is
estimated at $18 billion. Per

the FDIC, a third of the U.S.
population - or ~106 million
Americans - are underbanked
or unbanked. This population
has no access to credit, bank

. N
accounts, or ability to affo@\

traditional bank fees with higt § _:

balance requirements, The vast
majority of this demographic
are hourly workers who workin
the hospitality, food service
grocery, and retail industrie
According to a Visa insig
report, 75% of American work:

ers live paycheck to paycheck

and have less than $500 of
savings, insufficient to absorb
unanticipated expenses in
between paychecks for medi-
cal emergencies, vehicle

repairs, etc. According to PwC’s

Employee Financial Wellness

Survey, 47% of American work- -@d-vapc@ N ear
i
ers are stressed with their |

financial situation, can’t make
minimum payments on time,
and are spending an average
of $2,400 annually on payday
loans. The financial stress of
living paycheck to paycheck,
now exacerbated by skyrock-
eting inflation, leads to lower
productivity, mental health
issues, and employee turnover.

30 |JULY 2022 | TODAYSHOTELIER.COM

.because

WY
.

% -
WHAT IT ISN

On-de

on future ‘ear

ously.earhed;,jus

Outql{el' 1'_-.' o [
Wy ",
roll cycle. There | =

o . L
charged &5.;e ployees N N
LN

! e
isn’t meant to u1t_L§e~_rs‘1-;nt : \\u
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alternative to help avoid preda- o
tory lending. Data shows on-
demand pay is utilized by only
15-20% of employee base and
typicallyis utilized by different
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) implement on-

an-executive who has the

ion because employees have
n interest in the
y take a few
ate systems,
tment t'ypically
oing good for
es and reducing cost
C l'egi‘ vith labor shortage
turnover - at zero out-of-

cost to employers with a small

i Florence
flatfee charged to fﬁ“é"émplqyée

" .
1" Hosanna is

regardless of the amount partner at
“drawn. This flat fee is well below Optimal Partners
the cost of pay day loans that : 1 and can be
charge 200-300% interest and ~ + +* . reached at

Fhosanna@Rellevate.com or (214)
390-6253.

ensures employees utilize on-
demand pay responsibly.

ses, an employer’s_ )
ay is championed h

j" vision, heart, and determina-
tion to drive the implementa-

@ 4-MINUTE READING TIME

s to consider when
svaluating a vendor

1 tips solution

While all on-demand pay vendors provide access

" r 4 to earned wages, only a select vendors provide

employee access to earned tips.

2 cross-border

money transfer
Only select on-demand pay vendors have capabili-
ties outside the U.S. Cross-border money transfers
enable employees to send money to families abroad
without the excessive fees charged by other financial
institutions.

3 digital banking solution
Select vendors offer digital banking to employees,
which is helpful for unbanked employees who can’t
afford the high minimum balance of traditional bank-
ing and are subject to monthly penalties or overdraft
fees. The banking option offered by on-demand pay
can benefit employees as it provides direct deposit
and avoids check-cashing fees (up to 10% of pay-
check); saves employers the hassle and cost of print-
ing/issuing checks or dealing with lost payroll checks;
and encourages employees to save and enables digital
banking for employees (free online bill pay, free ATM
access, etc.).

4y implementation time
As alluded above, some on-demand pay providers
can develop algorithms that won’t require systems
integration, while others require direct integration
to time and payroll systems.

5 onboarding employees
An on-demand pay provider’s active involvement in
supportingemployee onboarding is the cornerstone
to the success of the program. A successful onboard-
ing plan determines employee opt-in rate and thus
better improves employee engagement, financial

wellness, and retention rates.
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OPERATIONS

Finding S Ol id
d

grouln

Building a culture of safety

RED TIGER/SHUTTERSTOCK.COM

and security on a firm foundation

AY BACK IN 1987, |
worked as a hotel
security guard in a
large, five-star hotel.
This property had a full
complement of staff in
every department - including security -
with all the people and tools anyone could
wish for. However, this hotel regularly scored
poorly on surveys that asked guests about
their “sense of security.”

It might be surprising to learn that smaller
hotels, without dedicated security staff,
scored the highest on the same survey ques-
tion. How could that be and what did we
learn from it?
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UNDERSTANDING THE
BIGGER PICTURE

In large hotels, everyone is
a specialist, and not just in
security, but in every depart-
ment. In smaller hotels,
responsibilities overlap,
and people pitch in where
needed. This gives a better
understanding of how hotel
operations hang together and
how their core job contributes
to overall operational suc-
cess. Security “experts” also
learned that people in each
department are the ones
who best understand their
workplaces, associated risks,
and how incidents could be
prevented.

by PAUL MOXNESS

MAKE IT SIMPLE,

AND FUN

At this property, boring, stan-
dardized slides were replaced,
and staff members became
active listeners. Training was
gamified. There were competi-
tions to see who could identify
the most safety and security
features in the workplace.
Emergency procedures were
simplified into three basic
steps:
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@®Sound the alarm

If something is wrong,
tell someone.

ASave lives
Help people leave the area
or avoid being harmed.

®Solve the
problem
Follow up to ensure a solu-
tion is found.

MAKE IT PERSONAL

Next, standard safety and
security induction training
was made relevant specific to
the workplace. For example,
housekeeper induction was
donein guestrooms and guest-
room corridors. Associates
learned how safety and secu-
rity equipment - from the
doors and locks, to the phones
and fire alarms - were in place
fortheir safety. The emergency
exits were “their” emergency
exits, because in an evacua-
tion, they would be the ones
that needed them.

Each training ended with
an “evacuation.” People were
sent to different locations in
the hotel, front and back of
house, and instructed to leave
the building via the marked
exits. Along the way they noted

issues, obstacles, or chal-
lenges. Was signage properly
lit, easy to follow, and did the
route take them all the way to
the muster point? Were doors
easy to open? Were evacua-
tion routes free of combustible
materials and blocked or hard-
to-open doors? As awareness
grew, that sometimes-scary
word “evacuation” came to
mean “leave the building.”

Each session gave the hotel

status updates on the planned

evacuation routes, signage,
and other equipment.

In one department, absen-
teeism dropped substantially.
Employees were surveyed
and said the new training
gave them a greater sense of
responsibility.

This may sound too good,
or too simple, to be true, and
to be honest there were some
challenges. The two largest
obstacles that threatened suc-
cess were:

1. Leaders need to lead by
example. If those at the
top, don’t walk the talk,
staff buy in will suffer. Job
satisfaction will drop, turn-
overwillincrease, and inci-
dent rates will grow again.

2. Fairness and consis-
tency. No department
and no employee can be

overlooked. At this hotel,
people actually started vol-
unteering to come to take
part in security training
because it was easy, per-
sonally relevant, and gave
them a sense of comfort,
confidence, and belonging.

Ultimately, the changes
discussed above became
corporate best practice in
the company. It wasn’t about
making everyone part of the
security team; it was more
about everyone becoming
more aware of their own
workplace.

Everyone in a hotel has a
core set of tasks that they
specialize in. The more com-
fortable, confident, safe, and
secure they feel, the better they
will perform those tasks. W

Paul is Managing
Partner at
NorthPoint
International, a
company
specializing in
hospitality security, safety,
resilience, and public-private
partnerships. He is also a
member of the UN Global
Network of Experts on Protection
of Vulnerable Targets Against
Terrorist Attacks. He can be
reached at pmoxness@
northpointinternational.com.

@3-MINUTE READING TIME

AA

Everyonein a
hotel has a core
set of tasks that
they specialize
in. The more
comfortable,
confident, safe,
and secure they
feel, the better
they will perform
those tasks.”
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INDEPENDENT HOTELIERS

If you build it,

HOBBITART/SHUTTERSTOCK.COM

they will come

Workforce issues and the independent hotelier

by AMIT C. GOVINDJI

AVE YOU EVER HEARD

the saying “When one

door closes, another one

opens”? When it comes

to the subject of labor,

hoteliers might feel like
thatdoor has been closed for too long with
noimmediate alternatives having opened
up in the meantime.

Sure, the hospitality industry has gained
some jobs recently, but the shortfall is still
very significant. We’ve lost more than
we’ve gained, and that pain can be espe-
cially sharp for the independent hotelier.

Thanks to their deep pockets and vast
resources - as we all know quite well - fran-
chised properties often are able to offer
discounts across the brand for workers,
while also offering expanded benefits,
competitive pay, and more. So, how does
an independent hotel attract, let alone
retain, the labor when we feel like this
often is a David vs. Goliath battle?

FIND YOUR EDGE

Demonstrating a character trait shared
by many in this segment of the industry,
independent operators are consistently
on the lookout for ways to autonomously
extend their personalities, ideas, and cul-
ture, while putting their own stamp on
their properties. And in today’s economy,
especially considering the limited labor
pool in which we all operate, it’s perhaps
more relevant than ever for independent
hoteliers to create that culture at our
properties. Surely, we’ve all seen own-
ers becoming ever-more creative when
it comes to finding, hiring, and - perhaps
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most importantly - retaining reliable, tal-
ented, and dedicated workers to staff our
properties.

That creativity is the currency we need
to help us keep our doors open. However,
as independent hoteliers expand their
skills when it comes to workforce issues,
we must consider the costs associated with
any venture. That’s not to say indepen-
dent properties shouldn’t take on addi-

AA

We’ve long had

a shared goal of
creating a culture and
atmosphere at our
properties that draw
in guests, but we also
need to be applying
that same level of
thinking to attracting
potential employees
and keeping the ones
we have.”

tional costs to remain competitive with
the brands regarding hiring, but there
needs to be accountability and oversight
to determine what’s working, what’s a
waste of money, and different avenues
that need to be pursued. Don’t let a sense

of desperation cause you to throw every-
thing at the wall to see what sticks.

The good news is that there are numer-
ous solutions available today to address
our workforce issues that weren’t possible
in years past and won’t add considerable
cost without a return on investment. For
example, many employees are expressing
adesire to be paid more frequently - even
daily - for their work, and there now are
simple solutions available to accomplish
that without adding overhead.

Or, just brainstorming here, we could
network with operators in other cities to
offer travel perks to employeesin the form
of free nights at those properties. If you
have a property remotely near an airport,
forexample, you could offer your employ-
ees free parking at the hotel and a ride to
the airport as a perk.

WE REAP WHAT WE SOW
We’ve long had a shared goal of creating a
culture and atmosphere at our properties
that draw in guests, but we also need to
be applying that same level of thinking to
attracting new employees and keeping the
ones we have. The environment we create
at our properties defines us in the eyes
of guests and workers alike. Remember,
these days, candidates are interviewing
you probably more than you’re interview-
ing them. What motivation are you giving
them to want to work at your property that
the hotel, restaurant, store, or warehouse
down the street isn’t offering?

There is no magic lever we can flip to
solve our problems, but that’s likely what
attracted so many of us to the independent
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side of theindustryin thefirst place. We like
the challenge of solving problems on our
own. But, that doesn’t mean we’re adriftin
an ocean of problems by ourselves. There
are resources available for independent
hoteliers of all stripes, including the AAHOA
Independent Hoteliers Committee, which
directly serves this segment of the indus-
try and offers numerous opportunities for
problem-solving, networking, and much
more.

And if your hotel truly is an enjoyable
and rewarding place to work, your hiring
woes should dissipate as word gets out.l

Amit C. Govindiji is a Managing Principal with
New River Hospitality and can be reached at
amit.govindji@gmail.com or (704) 661-5796.

@ 3.5-MINUTE READING TIME
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HUMAN RESOURCES
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Unlocking

communication
secrets

Digitalizing information
to keep teams happy
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and engaged

by CHRISTY SHAPARD

NY GROWTH-MINDED EXECUTIVE WOULD BE WELL-
served to take Rollo May’s words to heart every day.
In today’s new normal, it takes more than just the
right balance of culture, service, and technology to
grow and manage a strong, multi-branded port-
folio. It takes real-time, two-way communication

to ensure the employees choosing to remain loyal to the hospitality
industry feel valued and appreciated.

North Point Hospitality
knows this because its employ-
ees said as much.

Upon conducting an annual
employee-feedback survey a
few years back, NPH’s manage-
ment team learned just how
important top-down commu-
nications are to employees.
Although leadership thought
they were doing a good job
on the communication front,
team comments indicated
otherwise. Employees noted
they wanted to be heard out-
side of an annual survey and

wanted their voices to matter
to everyone across the enter-
prise. NPH’s management
also learned that its employ-
ees value being informed
timely about things that could
impact theiremployment lives
in any way.

Due to the 24/7/365 hospi-
tality environment, two-way
communication is challenging.
It’s nearly impossible for the HR
team to reach every employee,
across every shift, speaking
many different languages.
“Normal” business hours are
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AA

A company’s
willingness
to invest in
technology

speaks volumes
aboutits culture
and commitment
to taking care of
associates.”

subjective, making in-person
meetings/announcements a
challenge.

Other than hit-or-miss bulle-
tin boards and notices accom-
panying paychecks, there was
little NPH could do to guaran-
tee company messaging was
being received and under-
stood. Additionally, in the event
of aninterruption in operations
-weather events, safety issues,
etc. - the company felt under-
prepared to ensure the safety
and well-being of its employ-
ees. Management needed a
way to share important infor-
mation in a consistent man-
ner so all employees receive
the same message. They also
needed to ensure mutual
understanding and empower
employees with information
that will draw them into the
community of work. It would
take an employee communi-
cations platform - one with
which employees were willing
to engage to keep everyone
connected.

Thanks to a third-party ven-
dor, Beekeper, the company
found the solution it was seek-
ing, but there are numerous
options out there for similarly
minded companies.

Through digital messages,
chats, threads, and individual
and group streams, the solu-
tion connects NPH colleagues
across locations and depart-
ments in real time using their
mobile devices or computers.
It ensures everyone receives
information in their language
of choice and gives each per-
soninthe organization a voice
to provide public and private
feedback. It also gives NPH a
way to show its associates that
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the company is responsive to
their expressed needs.

THAT WAS THEN.
THIS IS NOW
In the beginning, asking
employees to communicate
digitally was met with some
resistance. Some were eager to
try the app, while others were
uncomfortable, incorrectly
assuming it was just another
social media platform. Then
COVID-19 hit, and everyone
quickly realized that a digital
communications platform was
an essential tool - not a task -
that can do the heavy lifting.
Soon NPH learned that com-
municating digitally was not an
option. Rather, it was an inte-
gral part of the company’s cul-
ture. Management found that
having a culture employees
believein builds retention. The
technology is giving employ-
ees the voice they requested,
andit’s connecting them to the
company and its core values.
Here are seven ways that’s
happening:

Recruitment. From

1 the very first inter-
view, NPH tells
candidates about its com-
munication platform as part
of the employment package.
Employee responseis always
positive, enabling NPH to be
seen as an employer that
delivers, and it gives them a
significant advantage over the
competition. During the new-
hire process, when prospects
are asked to describe theideal
manager, most speak about
communications. Employees
say they want a manager

™

|

who’s accessible, willing to
provide training, and welcomes
fresh ideas. The NPH employee
handbook speaks directly to
digital communications.
Additionally, since all NPH
employees can see activity at
any of its locations, it broadens
their vision of potential career
paths with the organization.
This affords employees oppor-
tunities for promotion or trans-
fer, especially as it builds new
hotels. Having a view into other
locations and departments
helps employees understand
the access they have to new
opportunities.

Welcome and
2 assimilation.
On their first day,
employees are asked to
create a digital profile and
introduce themselves so they
begin their journey with instant
familiarity and welcome from
co-workers.

Daily health surveys.
3 During COVID-19,
employees were asked
at the start of every shift
to complete a health survey
via the app. It helped NPH get
to know how everyone was
feeling for their protection
and the safety of guests and
other associates. The company
immediately could see who
completed the survey and
who didn’t. If someone didn’t
respond, managementreached
outto checkin, which kept NPH
closely tied to its people, and it
let everyone know the company
cares about their health and
wellness.
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Ongoing health
4 & wellness.

Via a wellness stream
called “Keeping You Pointing
North,” NPH is lifting its
employees up and demon-
strating care for their physical,
financial, and mental health,
as well as their professional
development. Via this stream,
management is having open
dialogue about changesin 401K
providers, the importance of
good posture, and why it’s
important to drink water dur-
ing shifts. NPH shares healthy
recipes, provides tips for stress
relief, answers questions
about retirement planning,
and identifies new opportuni-
ties for advancement within
the company. It also offers a
financialtraining course via the
platform that helps its associ-
ates earn money by complet-
ing training courses. Via the
digital solution, NPH ensures
benefits literacy by explain-
ing commonly used benefits
terms and aspects of its plan
designs throughout the year.
During open enrollment, the
company shares information
about benefits offerings and
how to access them.

l 5 Training and cross-

training. Being a multi-

brand hotel operator,
different properties have
unique standards. To com-
municate those standards
and provide brand-specific
training, NPH uses the digital
chat feature to provide links
to the appropriate platforms
so employees can launch
training in seconds. The com-
pany uses the chat feature to

check-in with new hires the
day of hire, the day after hire,
two weeks after hire, and at
the 30-day mark. Group chats
are used when multiple people
are onboarded the same day
to give a sense of commu-
nity and provide a platform
for asking questions. And,
because at least half of NPH’s
employees have responsibili-
tiesat more than one property,
required cross-training is easily
provided.

Recognition and
6 rewards. Within this
platform, managers
recognize expected behav-
ior and reward efforts that go
above and beyond the norm,
and employees receive public
recognition for jobs well done.
Touches like these go a long
way toward making everyone
feel comfortable and motivate
people to rise above.

Guestservice. Digital
7 communications
enable the entire
hotel to learn of VIP arrivals,
site tours for potential group
business, and an array of other
guest needs on a real-time
basis. It allows NPH hotels to
elevate their level of service to
the guest and make a seamless
transition from one shift to the
next.

Through this digital tech-
nology adoption, a company
can prioritize employee com-
munication with leadership
fully endorsing the solution.
And a company’s willingness
toinvestin technology speaks
volumes about its culture and

commitment to taking care
of associates. Attracting and
retaining employees isn’t as
difficult as it could be when
companies find ways to con-
nect with employees across
properties, departments, and
specialties.

Going into - and coming
out of - the pandemic, digi-
tal communication has been
the lifeline among corporate,
management and frontline
employees, introducing man-
agement teams to a new world
of engagement. |

Christy Shapard
is Vice President
of Human
Resources for
North Point
Hospitality, a
multi-brand leading hotel
development and management
company with more than 40 years
of award-winning hospitality
experience. Based in Atlanta, GA,
North Point Hospitality owns and
operates 11 hotels in the
Southeastern United States with
eight hotels under construction or
in active development.

(R

BATHTUBS RESTORED

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. Coast to Coast.

UNIQUE®
REFINISHERS, INC.

Nationwide 1-800-332-0048
Atlanta 770-945-0072

www.uniquerefinishers.com

Resistant

We specialize in fiberglass Bathtub & Tacuzzi Repairs

Bottoms
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involves e pl-ay}a-s adding value
along the road to closing. These include
real estate brokers who manage the buying
and selling of the assets, as well as capital
brokers who arrange the financing. As in
ther service industries, the barriers to entry for setting

‘ M up shopin the loan-brokering business are minimal and
e the level of skill and expertise can vary widely among
. thdse marketingtheir services. Thanks to today’s tech-
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LOAN BROKERS

Loan brokers are usually salespeople with an
iPad and a few bank connections trying to con-
summate a deal. Because of their limited résu-
més, most loan brokers focus on transaction
types where proprietary expertiseisn’t required,
such as SBA transactions or conventional bank
loans. Since these types of loans are commod-
itized, getting them to closing doesn’t require
expertise in underwriting, property valuation, or
even market knowledge. In fact, since most of these
transaction types require full borrower recourse,
having asset-level analysis skills isn’t even necessary.
All that matters is the borrower’s or guarantor’s net
worth, the liquidity of his or her balance sheet, and the
asset’s global cash flow. With these three data points,
almost any loan broker can find an SBA loan from some
bank. It’s simply an administrative task of pushing paper.
However, if an owner needs a bridge loan for a transitional
hotel thatis being reflagged, has limited cash flow history, or
is seeking a permanent loan for an asset that has stabilized
cash flow, the typical loan broker is likely to come up short
or even fumble mid-transaction. For more complex transac-
tions and non-recourse financing including CMBS, a skilled

mortgage banker is the more prudent choice.

MORTGAGE BANKERS
Mortgage bankers are professional intermediaries who
leverage an established platform and infrastructure for

@ 3.5-MINUTE READING TIME

underwriting, packaging a transaction,
and marketing the opportunity to capital mar-
kets participants. These tangible assets are combined with
deep relationships and a hefty Rolodex of capital sources
actively placing debt and equity, as well as dedicated under-
writing with approved cash-flow models and closing staff. A
successful mortgage banker also will be able to demonstrate
a track record of closing transactions with more than one
type of capital source, including large banks on Wall Street,
lifeinsurance companies, REITs, private-equity funds, hedge
funds, bridge funds, and other institutional capital. This broad
experience and exposure to larger, more complex financing
transactions allows mortgage bankers to offer borrowers
more and better choices, including options for pre-payment
penalty and fixed vs. floating rates. Advanced skills also make
mortgage bankers better at troubleshootingissues, devising
creative structures to cure pain points, and designing solu-
tions that are a win-win for both the lender and the borrower.

CHOOSING THE RIGHT RESOURCE FOR THE JOB

Many loan brokers will try to convince their clients they have
what it takes to close a capital markets transaction but don’t
have the track record, relationships, and professional pro-
cess to back up their claims. For larger and more complex
transactions, including non-recourse financing, borrowers
can minimize their risk and maximize results by choosing the
most qualified resource for the job - a mortgage banker. As
the old adage says, let the plumbers do the plumbing and
the electricians do the electrical work. |

Rushi Shah is Principal and CEO of the commercial
mortgage and real estate investment banking firm
and AAHOA Allied Member Mag Mile Capital. As a
leader in hospitality financing, Shah specializes in
structuring and placing high leverage,
nonrecourse bridge and permanent debt with cash
out for full- and limited-service hotels nationwide. Since joining the
firm’s predecessor, Aries Capital, in 2015, Shah has structured and
closed hundreds of millions in financing for all property types. Shah
has held previous positions at Northern Trust and has an MBA from
the University of Chicago’s Booth School of Business.
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TELL ME SOMETHING GOOD

Welcome to a new semi-regular column.

AAHOA Lifetime Members
start a charity to help cancer
patients in Georgia

OTELIERS MAKE IT THEIR BUSI- =~ ,!__ 1

hess to prioritize the needs of it

their hotel guests. AAHOA Lifetime

Members Tina and Parimal Patel
know that helping people feel special and
cared for doesn’t start or end with five-star
room service. Parimal leads a career in hotel
investments, and Tina empowers and sup-
ports people through her nursing job. This
husband-and-wife team leveraged their
expertise in the hospitality and medical fields
to starta charity, helping cancer patients and
their families.

It all started when Tina was 23 years old.
At that time, she worked as a nurse at the
Aflac Cancer and Blood Disorders Center of
Children’s Healthcare of Atlanta, one of the
largest pediatric cancer centersin the country.
Children from Georgia and across the country
come to Aflac Cancer and Blood Disorders
Center seeking treatment to fight and beat
cancer, which requires medical, financial, and
love and emotional support to overcome.

Unfortunately, some parents are unable
to travel and stay in Atlanta for the duration
of their child’s medical care, and Tina saw
firsthand how some of her young patients
braved cancer treatments alone at the pedi-
atric cancer center. Those heartbreaking
situations led Tina, with the support of her
husband, Parimal, to start a nonprofit called
Share the Love in 2018 with the goal of helping
ease thefinancial strain experienced by family
members with children at the cancer center.
The nonprofit raises money to cover travel
expenses, hotel accommodations, meals,
financial assistance for patient prescriptions,
and social services for cancer patients and
their families.

Share the Love has garnered significant
sponsorship support from businesses and : \ : :

. . . : e For more information and to support
community members, including AAHOA AAHOA@n@eyembgrs ) Share the Love, be sure to scan the
Members from the metro-Atlanta area. W EUUEEICIEIINEINEIC] QR code.
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AAHOA CLUB BLUE, PLATINUM & SILVER 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

Always Designing
for People™

ADP, Inc.
Thomas Bell: (973) 510-0196

AUTOCLERK

Cloud PMS

AutoClerk, Inc.
Mohammed Hansia:
(925) 284-1005

ﬂA?EHDRA.

Avendra
Mara Radis: (301) 825-0311

CHASE ©

Chase
Faheem Khan: (800) 727-1872

d:sh business

DISH Business
Tyler Floyd: (303) 723-1854

Kcareers

Hcareers
Shawn Grenier: (360) 312-7402

ECOLAB

Everywhera It Matters.

Home Box Office
Michelle Mahoney: (347) 610-108

WORLDL LA

WorldClaim
Russell Heath: (518) 456-8523

LEYTON

e
Tonetad

Zonetail
Mark Holmes:
(416) 583-3773 x228

Ecolab, Inc. Leyton
Michael Pfister: (317) 250-5189 Vivek Arora: (781) 985-2784
LoOwEsS
PROS

Gauthier Murphy & Houghtaling
John W. Houghtaling, II:
(504) 456-8600

Lowe’s ProServices
Earl Madison: (404) 640-8657

AAHQOA PLATINUM INDUSTRY PARTNERS

‘éI..ATIHuu

Aicina

Amana PTAC
Byron Cortez: (800) 647-2982

Curve Hospitality
Sargent Khan: (713) 819-7296

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

A Sy
Bel AMERICA
Extended Stay America
Linda Trexler: (980) 345-1600

IDEAS

A sas COMPANY

IDeas
Emily Walsh: (952) 698 4317

4" RADISSON

HOTEL GROUP AMERICAS

Radisson Hotel Group
Phil Hugh: (800) 336-3301

B | Bes

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

Fortis

Fortis
Nirav Shah: (972) 979-2296

IHG

HOTELS & RESORTS
IHG Hotels & Resorts
Karen Rogow: (770) 604-5379

ReuRoof

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

bookit 7+ go
bookit n go
Sarah Eley: (949) 329-8181

£ PTAC
Rl

Champion PTAC, LLC
Chris Goreman: (754) 224-9498

G6 Hospitality Franchising, LLC
Mike McGeehan: (972) 360-9000

MNarrioft

INTERRATIONAL
Marriott International
Christie Patterson:
(301) 380-3200

1
SONESTA

Sonesta
Jordan Langlois: (954) 254-3539

WATER

GE Appliances
Amy Kaiser: (502) 452-3073

IMERCHANEER
Merchaneer
Bob Ekman: (630) 240-4747

ofs totem

Totem Solutions
Geoff Rowson: (770) 876-9239

(% CHOICE

Choice Hotels Im.:é.rnational
Tim Shuy: (301) 592-5000

ﬁ CONSOLIDATED
TOSPITALITY SUPPLIES

AL

Consolidated Hospitality Supplies
Angela De Los Santos: (224) 786-1294

o

AMTEX

guestsupply
s
Guest Supply -
A Sysco Company
Justin Haggart: (732) 868-2331

O'CONNOR

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

Hilton

Hilton
Bill Fortier: (703) 883-1000

onity

Onity, Inc.
Mark Lewitt: (800) 248-6189

Pradeep Hegde:
(732) 650-1100 x26
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0YO Rooms & Technology, LLC
Stephen Jarrett: (423) 426-3148

WYNDHAM

WOTELS & AESOATS

Wyndham Hotels & Resorts
Kevin Brickner: (973) 753-7158
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AAHOA SILVER INDUSTRY PARTNERS

Acculock, Inc.

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

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

®
COBBLESTONE
HOTELS
Cobblestone Hotels, LLC

Brian Wogernese:
(920) 230-2622

hihotels

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

cox

Cox Business
Alea Riley: (404) 269-3057

)

Hospitality 1«

Hospitalityl
Dhar Patel: (714) 473-9813

e

e

My Place Hotels of America
Terry Kline: (605) 229-8684

ROYA

Bkt IT rlu(lo“j
Royal Basket Trucks

Cindy Lapidakis:
(608) 358-1302

[ )
&*3 myDigitalOffice
myDigitalOffice
Matt Curry: (270) 993-1197

AMERICAN!
EXPRESS

American Express
Merchant Services:
(800) 528-5200

DICKSON
FURNITURE

Dickson Furniture
Paul Mougel: (713) 747-0341

(‘T\\/ EN E'% S
Hotel Effectiveness
Del Ross: (470) 424-0146

P by, e
National Hot Water
Randy Meyer: (888) 444-4435

Sah

Serta Simmons
Hospitality Bedding
Andrea Hochworter:

(770) 353-0122

1 | HOLPITALITY

AmerlToob @ LG

AmeriTech Distribution
Himesh Jeram: (877) 777-9769

PIRECTV

HOSPITALITY

DIRECTV, Inc.
Jeff Fox: (310) 560-0323

HYALT

Hyatt Hotels Corporation
Jim Tierney: (617) 803-4489

AF%_ LLCk

Apollo Designs
S. K. Patel: (336) 880-7549

docvyT

DocytInc.
Sid Saxena: (844) 663-6298

INFNITI

PAYROLL HR-BENEFITS

INFINITIHR
Daniel Mormino:
(623) 455-6234

national

National Solutions
Keith Hudgins: (800) 222-1028

Jwnme

Showtime Networks, Inc.
Doug Markott: (770) 698-6937

NEWGEN

onyY

NewGen Advisory
Dinesh Rama: (602) 648-2700

SATELLITE
Sonu Satellite
Neil Doshi: (877) 999-7668

& atlas concorde

us &
Atlas Concorde
Michael Sautner:
(615) 661-7200

B

Elkay Interior Systems (EIS)
Greg Gliniewicz:
(630) 346-7549

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

EK

el

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

#FERGUSON

Ferguson
Eric Tucker: (434) 249-3785

LCM
Cunsagn
armiatiung

Lodging Concepts
Manufacturing
Neil Shah: (917) 365-2003

it

NextGen Hospitality
Consultants
Sean Patel: (210) 478-2734

Spectrum»
ENTERPRISE

Spectrum
Enterprise Solutions
Stephanie Pitts:
(212) 379-5826

@ HWIMBLE ACCOUNTING

Nimble Accounting
Rahul Kumar: (866) 964-6253

Sabe Bk of Tasas
State Bank of Texas
Melissa Butler: (469) 200-8245

(@ benectioic:

BeneChoice
Petrina Skiles: (717) 490-6313

BECOR 4

COMMERCIAL

M3

M3
Haley Wolf: (770) 531-3746

P&G professional’

P&G Professional
Maria Early: (904) 591-8644

stayAPT Suites
Franchise Sales:
(662) 607-1591

Floor & Decor C cial
Delana Delgado:
(877) 659-2478

Bokser Home
Ed Guzek: (651) 505-3760

@EMHS

Focus Brands
Rani Bhatt: (404) 978-4829

Macrotech
Dipak Patel: (650) 376-2163

PMC Commercial Trust
Kristi Lewis-Hodge:
(972) 349-3200

BSFee

Brand Standard Furnishings
Ansley Sanderson:
(404) 697-8578

FOLIOT

FURRITURE

Foliot Furniture
Mahesh Parekh:
(702) 278-7380

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

PHILIPS

PPDS
Scott Adams: (678) 908-9294

Universal Financial
Consultants
Vincent Munno:
(727) 669-0109

3% CANARY

TECHNOLOGIES

Canary Technologies
Bryan Michalis: (877) 739-1545

cia

CIA Solutions
Ralph Thiergart:
(443) 220-3821

@FRIEDRICH

Friedrich Air Conditioning
Company
Dave McDonald:
(210) 546-0500

MARCARITAVILLE.
Matels & Resasls
Margaritaville Hotels
& Resorts
Rick Cunningham:
(407) 930-7228

(3 Premsupply

Prem Supply
Deepak Panchmia:
(806) 745-6651

@

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

'A
gitgo
gitgogroup.com

GitGo
Amy Infante: (312) 636-7384

saMassMutual

Mass Mutual
Candy Chan: (848) 228-1822

M\ Cloudbeds

Cloudbeds
Gina Mckee: (316) 619-2644

Waur ink and toner spacial s
Coast to Coast Computer
Products, Inc.

Kyle Kurtz: (800) 231-4553

E GRAMITI VICENTIA

Graniti Vicentia Group
Megha Raja: (713) 869-0800

HMATRIX

HOAFTALITY FURMITURE ot
Matrix Hospitality
Furniture, Inc.
Dilpreet Deol: (647) 847-1299

0 relay
Relay, Inc.

Barbara Sharnak:
(732) 718-4214

VISUAL
= MATRIX

Hospitality Operating System

Visual Matrix
Albert Sledge: (512) 693-4622

SUPPLY

HD Supply Facilities
Maintenance
Stratton Michaels:
(800) 431-3000

55 MATRIX

TELEEIW FRLATIINE

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

g

Rheem Manufacturing
Dave Hanley: (817) 680-4117

Vol

VSR Network Technologies
Karann Randall:
(530) 889-1500

Rinnai
Rinnai
Dipesh Parekh: (800) 621-9419

l..uizahir“e*

Wizehire
Madison Mask: (817) 914-7623

MSI

MSI Surfaces
Anil Palasamudram:
(713) 570-7000

RoomMONE

SOLUTIONS
RoomOne Solutions
Nathan Faircloth:
(865) 302-3531

iy
I:g.-jé,Warld Cinema

World Cinema, Inc.
Ella Ahmed: (713) 266-2686
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AAHOA EVENTS

A

AHOA MEMBERS

U.S. Air Force Major
Heather Penney

speaks to the crowd
during the Women
Hoteliers Session

& Luncheon at
“we [ g £= AAHOACON22.

Attendees wrapped
up theirtime at

the conventionin
Baltimore enjoying
an excellent
performance by
playback singer,
actor, and television
presenter Shaan at
the Gala.

Attendees wrap up convention week connecting with peers
atthe Gala event.

46 |JULY 2022 | TODAYSHOTELIER.COM


http://TODAYSHOTELIER.COM

=, :
AAHOA Regional Directors and AAHOACON22 attendees at the Welcome
Reception. The evening was filled with amazing music, delicious food, and a Attendees connected with more than 500 industry-leading
front-row view of the Baltimore Ravens football stadium. exhibitors at AAHOACON22.

From left to right: AAHOA Treasurer Miraj S. Patel, MBA, CHO, CHIA, Chairman Past Chair Biran Patel, Florida Regional Director Rahul Patel, and
Nishant (Neal) Patel, CHO, CHIA, Past Chair Vinay Patel (2021-2022), and Vice industry peers were part of the action at Power Plant Live!
Chairman Bharat Patel, CHO, CHIA speak to attendees during the General Session.

From left to right: AAHOA Secretary Kamalesh (KP) Patel,
Chairman Nishant (Neal) Patel, CHO, CHIA, Vice Chairman Bharat
Patel, CHO, CHIA, and Treasurer Miraj S. Patel, MBA, CHO, CHIA
attend the new officers and board members meeting.

To relive all the great memories
from AAHOACONZ2, please visit | L ]
AAH OAeventS.C0m/AAH OA2022 Attendees and exhibitors enjoyed a fun evening at Power Plant Live!, Baltimore’s

vibrant dining, entertainment, and innovation district.
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PRODUCTS FOR SALE

ROYAL TEXTILE INC.

Hospitality Drapery & Bedding Specialists

(248) 588-8600

We manufacture:
Drapes, sheers, and black-outs as well as top treatments.
Bedding goods such as duvets, coverlets, bed scarves, and bed skirts.
Let us provide your guests with comfort and style.

Multi Color Drapes: Solid Color Drapes:
(up to 5’ x5’ window) Available in many colors
(up to 5’x5” window)

w
a
(="
i
a
o
£
(=]
&
g
i

Drapeonly ... $89.00  Drape Only..ceevccccncsvverscssicnnen $79.00
Drape with Valance....................$139.00  Drape with Valance. .$129.00
Drape with Valance & Sheer ....$189.00  Drape with Valance & Sheer .....$179.00

Always Buy Direct from Manufacturer and Save
contact: Eddie@royaltextileinc.com | www.royaltextileinc.com | F: (248) 588-8606

GLOBALSAFE

22YEARS 5 Years

Warranty

800-545-4947 _Otg Safels‘\;I are . Finnaing

In Ever ajor " B

5 WWW.HOTELSAFES.COM Hotol B‘:ran d’ o
' | the U.S.A.

; Hilton Daytona Beach, FL
Hilton East Brunswick, NJ
Hilton Hartford, CT
Hilton Toronto, ON

5000+ HOTELS-MOTELS WORLD-WIDE TRUST

Hyatt McCormick Place
' ttRCh:?g, "-G MATRIX COMMUNICATION & SECURITY

yatt Resol pa Guam

Hyatt Rosemont, IL SOLUTIONS FOR EFFICIENT FUNCTIONING
Hyatt Vineyard Creek, CA
Marriott Buffalo, NY + Hospitality IP Phone

Marriott Los Angeles, CA System

Marriott Riverside, CA « Time-Attendance and ‘%
Marriott N. Charleston, SC Access Control

Sheraton Atlanta, GA « HD IP Security-Camera

Sheraton Brooklyn, NY System

Sheraton Columbia, SC
Sheraton Nashville, TN

) Call: 1-(800)-283-0539
M AT 1 Fax: (888) 717-7472
TELECOM | SECURITY sales@matrixhotelpbx.com

www.matrixhotelpbx.com
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Enjoy a

iy O

on the Greens

with AAHOA!

Northwest Regional
Golf Tournament

Langdon Farms Golf Course
Portland, OR

North Texas Inaugural
Regional Golf Tournament
Cowboys Golf Club

Grapevine, TX

Southeast
Golf Tournament

Chateau Elan Golf Club
Braselton, GA

SOUTHWEST GOLF TOURNAMENT

T
4

We hope to see you

ot (e M/

Register Today for AAHOA's
Charity Golf Tournaments!

AAHOA.com/Golf

SCAN ME

FORMERLY

HOTEL VANITIES

IS TERSATRINAL
3 o

SINCE 1999,

GLOBAL LEADER

IN HOSPITALITY
PRODUCTS

Vanity Tops & Bases
Shower Surrounds & Pans

Granite & Quartz

Domestic & Import Options
Visit our website to download our Catalog 888-457-7465
sales@Vanitiesint.com

FRANCHISE
LITIGATION

negotiating franchise agreements
and liquidated damages settlements.

PUS)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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ATTORNEYS AT LAW

* Real Estate Transactions
» Employment Litigation
» Corporate Restructuring
* Wills, Trusts & Estate Planning
+ Contract Review & Drafting
* Franchise Negotiations

CALL TODAY (760) 372-0007 ® questions@dpaattorneys.com

EST CONTROL PRODUCT

LEADNG SUPPLIER OF PROFESSOMAL FEST CONTROL PFRODUCTS

DEPOT'

BUY LICENSED PRODUCTS & DO YOUR OWN PEST CONTROL
SELLING 1000+ PRODUCTS TO TARGET VARIETY OF INSECTS

www.pestcontrolproductsdepot.com + 1 877 788 2847

info@pestcontrolproductsdepot.com
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ADVANCED ENTERTAINMENT
PLATFORM
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Set-top box
and custom
antimicrobial
remote.

TE Welcome ta ACME Resort

Enay tha luaunoys amenites and ex0mng entertan ment
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ENJOY FREE

3+++ The SHOWTIME® App lets
¢ customers stream thousands
of premium entertainment

Saturda
il 28t ] :ﬂ; titles, like Billions® and The
: > ;H Chi, plus movies, sports,

ON DEMAND

documentaries and more.

Access thousands of hours of

On Demand titles from dozens of
programmers; allows customers
to watch what they want, when
they want.

........

-« The customizable Property
Information App, included at
no additional cost, allows
the property to highlight
information to guests such as

Example Home Screen pictured for illustrative purposes only.

amenities, a property map,
restaurant hours, and fitness
center location.

GIVE YOUR CUSTOMERS MORE ENTERTAINMENT OPTIONS AND WAYS TO CONSUME CONTENT

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.

AEP adds an in-room set-top box, antimicrobial custom remote and cloud services to HD COM Systems to bring app-based content from
SHOWTIME; Hallmark TV and Music Choice’ Plus, customers get access to thousands of hours of content from dozens of programmers in
the DIRECTV On Demand App, allowing viewers instant access to stream entertainment with no login or password required.

(>

Flexible, cloud-delivered updates
to meet changing market needs

Customizable Home Screen
includes a logo, welcome message,
background image and more

Optional ability to use a personal
mobile device

to control the in-room TV

Requires a mobile device running Android 8 or later, or i0S 14
or later. Requires download and installation of the DIRECTV
Mobile Remote app. Data charges for the app download may
apply. Requires acceptance of terms and access to device
Bluetooth radio and location information. Device limitations
may apply.

iy

~

AN

Remotely manageable
No PMS integration required

Add your own
promotional channels
and share information with
your customers with local
and over-the-air content
insertion features

Easy-to-clean remote
features antimicrobial
additives

000

Streaming from personal devices
through STAYCAST™

App-based and On Demand
programming content at no
additional cost

Live TV
includes sports, breaking news,
hit shows and more

4K" HDR content
Customizable Property

Information App included at
no extra cost

Offer ends 12/31/22. 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.

Cal.l. 877.233.1 787 today to learn more.
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SONU

SATELLITE

Plus, offer includes: (Conditions apply)
ADD

s 'WTIME
HBO : W m FOR

Package

2021 NFL SUNDAY TICKET STARTING AT $2.25 f;;;:;;;"
INCLUDED AT NO PER ROOM

'
ONLY ON DIRECTV

13 channels of premium entertainment including original
e

ADDITIONAL COST? PER MONTH* series, movies, sports, documentaries and m

Offer ends 1/8/23. Offer ends 6/30/22. Offer ends 12/31/22.

New or renewing approved H&l customers only. 5-year programming agreement req'd. Credit card required (except MA & PA). Early Cancellation Fee may apply.

Call Sonu Satellite todayat 877.999.7668

'To access DIRECTV HD service, HD equwpment reqd Number of HD channels varies based on package selection. “DIRECTV RESIDENTIAL EXPERIENCE (DRE) OFFER: Offer ends 12/31/22. Offer is available to new or renewing Hospitality and Institutions customers with a 5-year programming agreement.
Properties must subscribe to SELECT™ ($7.10/room/mo.) or above. SELECT™ promotional bundle price includes SELECT™ ($6.50/room/mo.) and technology fee ($0. 60/room/mo.). Bundled rate will be listed as two separate line items on customer bill. Offe i eligible for an HD Equipment Subsidy of $80
per room for a DRE System. 15 room minimum is req'd per property. IN THE EVENT YOU FAIL TO MAINTAIN YOUR SUBSCRIPTION TO THE REQUIRED PROGRAMMING PACKAGES, YOU AGREE TO PAY AN EARLY CANCELLATION FEE EQUAL TO THE FULL SUBSIDY AMOUNT YOU RECEIVED 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 commi 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. 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. 2022 NFL SUNDAY TICKET OFFER: Offer ends 1/8/23. 2022 NFL SUNDAY TICKET will be delivered at no extra cost in all guest rooms for the 2022 season for all new DIRECTV Residential Experience (DRE) customers and COM System customers; customer
must subscribe to FAMILY™ (§3.50/room/mo.) or above, with a 3- or 5-year programming agreement. Other conditions apply. Subscription will automatically continue in the 2nd year at a special renewal rate of $99 and renew at regular rate thereafter provided that DIRECTV still carries these services at
the time of renewal and unless customer calls to cancel prior to start of the season. Subscription cannot be canceled (in part or in whole) after the start of the season and subscription fees cannot be refunded. Commercial locations require an appropriate licensee agreement. Offer excludes University
accounts. NFL, the NFL Shield design and the NFL SUNDAY TICKET name and logo are registered trademarks of the NFL and its affiliates. ‘HBO® AND CINEMAX® PACKAGE (New Customers): Offer ends 06/30/22. Only available to new customers that have not received or subscribed to DIRECTV for 12
months prior to activation. Monthly rate is ($2.25/room/mo.) and requires a 5-year programming agreement. Customer must also subscribe to SELECT™ ($6.50/room/mo.) or above (with DRE or COM) or ENTERTAINMENT ($7.40/room/mo.) or above with the Advanced Entertainment Platform. University
accounts excluded. HBO AND CINEMAX PACKAGE (Existing Customers): Available to existing DIRECTV subscribers with a 5-year programming agreement. Monthly charge is ($2.75/room/mo.). University accounts excluded. IN THE EVENT YOU FAIL TO MAINTAIN YOUR PROGRAMMING AGREEMENT, YOU AGREE
THAT DIRECTV MAY CHARGE YOU AN EARLY CANCELLATION FEE. CANCELLATION FEES ARE BASED ON PROGRAMMING PACKAGE SELECTION AND COMMITMENT PERIOD. In certain markets, programming/pricing may vary. Offers void where prohibited or restricted. Hardware and programming available
separately. Taxes not included. DIRECTV programming, hardware, pricing, terms and conditions subject to change at any time. HBO® Cinemax® and related channels and service marks are the property of Home Box Office, Inc. ‘SHOWTIME OFFER: Offer ends 12/31/22. The SHOWTIME programming
offer (§0.99/room/mo.) is available only as a 2nd Premium add-on. Offer available to qualifying new or existing Hospitality accounts with a 3- or 5-year programming agreement and must not have received SHOWTIME programming from DIRECTV or any other distributor during the 24 months prior to
activation. Offer is available for accounts activated on or before 12/31/22. After the applicable promotional period (3- or 5-years) ends, then-prevailing then-prevailing rate for SHOWTIME applies unless canceled or changed by customer prior to end of promotional period. Offer may not be combined with
any other SHOWTIME offer. SHOWTIME and related marks are trademarks of Showtime Networks Inc., a ViacomCBS Company. te Viewing or Lodging & Institution customers. ©2022 DIRECTV, LLC. DIRECTV is a trademark of DIRECTV, LLC. All other marks are the property of their respective owners.
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