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A few months ago I attended a conference where the keynote speaker discussed
innovation. He stated that “leaders need to help their employees figure out how to be
innovative.” He went on to state that “the question we need to ask ourselves is “what is
the prodigal service that we should have come up with three years ago that no one else is
doing?” That question hit a chord with me and has made me think as I travel from
destination to destination and experience the various hotel brands I stay in.

While I have not come up with the next big innovative idea, I do know that we in the
hospitality industry spend a lot of time copying one another. It’s difficult these days to
differentiate one brand from the other, and that’s an issue. Why would we want to be like
everyone else? We have heard the term “if it’s not broken, don’t fix it” but in order to be
truly innovative then we need to break it. Get out of our paradigms! Be innovative!

In order to be innovative then we first need to start with the existing problem that has not
yet been solved. What are the pain points of that problem? We then need to empower
our employees to connect with our customers to better understand the problem. Give
them the tools and resources they need. Once they have a true understanding of the
problem then that allows them to come up with ideas and quite possibly an innovative
solution. Empowerment…that’s where it sometimes gets complicated and the innovation
comes to a screeching halt. Organizations talk a lot about empowering their employees but
are they walking that talk? The more power we keep for ourselves, the more blind we
become to other people’s ideas.

It seems as though everyone is focused these days on the Millennials. How do we sell to
the Millennial? What hotel amenities does the Millennial require? What are the
Millennials looking for in a destination? I know, let’s act like our competition and remove
all of the work stations in the guest rooms because they like to congregate in the lobby to
work! That’s all great, and while I appreciate the Millennials for their new and fresh set of
eyes and ideas, I want the work station back in my guest room. I appreciate the quiet
environment when working. So how do we come up with an innovative solution that meets
the needs of all of the generations who are booking meetings as well as business and
leisure travel?

If we truly understand and trust our employees then we open the doors for creativity. We
can start small with our ideas and run experiments. If it doesn’t produce results then we
move on to the next idea. Nothing was lost. But what if it does produce an innovative
idea? That’s where we differentiate ourselves from our competition and that’s a win! Do
we really not want to take the chance of not empowering our employees to be innovative?
Do we really want to follow in our competition’s footsteps or do we want to be the leader
in offering innovative solutions? What is the existing problem that hasn’t been solved? Go
out there and be innovative!

by Stacey Geyer, MCA Trainer
Innovation…What Have We Missed?

"I find that the 
harder I work, 
the more luck 

I seem to 
have."

-- Thomas 
Jefferson

Tip of the 
Month:

Unless in a crisis or 
new on the job, if a 

leader is always 
needed for all 

decisions, he or 
she hasn’t done 

the job well.
Leaders must 
develop more 

leaders, not just 
followers. Are you 
developing leaders 

in your 
organization?
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