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 27 years in Hospitality Management

 12 years consulting with hospitality and other service companies

 We have a team of 6 and 29 affiliate partners

 Certified Business Coach & EOS Implementer

 Served as GM/COO, Regional Manager, and Managing Partner for a variety of industry companies

 Privately owned, private equity, corporate, managed and etc.

 McDonalds, Disney, ClubCorp, Arnold Palmer, Century Golf, and over 137 Independently Owned 

Restaurants, Hotels, Resorts, Clubs, and other Hospitality Ventures

 Current Member and Sponsor with WRA, CMAA, GCOW and NGCOA

President, The Spire Group
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Our team of trusted Club & Hospitality professionals are 
committed to serving the needs of our clients. 



GROUND RULES

I KNOW Isn’t That Interesting

Cell Phones on Silent or Off

FUN
OPEN & HONEST



IT SEEMS HARDER THAN EVER TO FIND GOOD STAFF

Generational 
Changes

Societal 
Influences

Current Job 
Culture

Site Specific 
Impact

Why Is That?

Some of these 
factors we 
can control…



DEFINE YOUR CULTURE

7 SECRETS TO BUILDING AND KEEPING A TALENTED TEAM
Secret #1:



WHAT IS  YOUR CULTURE?
How can you attract and hire the right people if they don’t know what they are 
signing up for? Or if you don’t know what they are signing up for…



WHAT IS YOUR COMPANY CULTURE?

Defined 
Mission, Vision & Values?

If You Don’t Define Your 
Culture, They 

Will Define It For You

A Customer & 
Employee 

Survey Can Help 
You Define/Refine

Chaos vs. Utopia Like Attracts Like
Foundation for Your 

Strategic Plan & 
Board/Management 

Decision Making

How can you attract and hire the right people if they don’t know what they are 
signing up for? Or if you don’t know what they are signing up for…



ESTABLISH CLEAR 
EXPECTATIONS AND 

STANDARDS

7 SECRETS TO BUILDING AND KEEPING A TALENTED TEAM
Secret #2:

DEFINE YOUR CULTURE



TEACH THE MECHANICS OF THE JOB

Clear
Steps of Service

Standards for 
Table Settings

Front Entrance 
Appearance

“First Impressions” 

Uniform, Dress 
Code & 

Appearance

Established 
Expectations on 
Service Times

Mechanics Must 
Align with 
Culture

Let People 
Know How to 

Win

Does Your Team Have a Crystal Clear Understanding of How You 
Deliver an Exceptional Guest Experience?



TEACH THE MECHANICS OF THE JOB

Why Is It Important 
For The Company?

Why Is It Important 
To The Employee?



7 SECRETS TO BUILDING AND KEEPING A TALENTED TEAM
Secret #3:

LIVE YOUR CULTURE 
EVERYDAY

DEFINE YOUR CULTURE
ESTABLISH CLEAR EXPECTATIONS



START WITH CULTURE, CONTINUE WITH CULTURE

Interview: 
Start off on 
the same 
page to 

make sure it 
is a culture 

fit.

You can 
teach skill

How do you 
live it every 

day?

Live it with 
purpose!

Make it 
FUN!

Contests & 
Employee 

Recognition

Engage 
Customers

Do your 
Customers 
know the 

culture, or is 
it just for 

staff?

Customer 
Recognition

Can your 
Customers 

acknowledge 
staff for 
living the 
culture?

Continue teaching it throughout the length of employment



TABLE EXERCISE

EMPLOYEE 
ENGAGEMENT 

TO LIVE COMPANY 
CULTURE



MEASURE 
PERFORMANCE

& LET THEM KNOW 
WHERE THEY STAND

LIVE  YOUR CULTURE EVERYDAY

DEFINE YOUR CULTURE
ESTABLISH CLEAR EXPECTATIONS

7 SECRETS TO BUILDING AND KEEPING A TALENTED TEAM
Secret #4:



COACHING & FEEDBACK OPPORTUNITIES

Line-up Employee 
Recognition

Pre/Post Shift 
Feedback with 
Trainer/Trainee

Table Tests
Opening & 

Closing 
Reports

How do you and your team stay focused and on-point with standards?



FEEDBACK TOOLS – MEASURE PERFORMANCE

Customer 
Surveys

Employee 
Surveys

3rd Party 
Observation 

& Insights

Annual 
Performance 

Reviews
360º Reviews

How do you know if you and your team are performing to standards? 
ANNUAL 

ASSESSMENTS



GREAT DECISIONS START WITH QUALITY DATA

Customer 
Survey

Employee 
Surveys

360º 
Feedback 

Tool



7 SECRETS TO BUILDING AND KEEPING A TALENTED TEAM
Secret #5:

SUPPORT RISK TAKING 
AND INNOVATION

BRING YOUR CULTURE TO LIFE

DEFINE YOUR CULTURE
ESTABLISH CLEAR EXPECTATIONS

MEASURE PERFORMANCE,GIVE FEEDBACK



STRATEGIES TO SUPPORT RISK TAKING 
AND INNOVATION

Avoid the land of 
“The Way lt Has 

Always Been 
Done”

If You’re Not 
Growing, You’re 

Dying

Don’t Change 
for the Sake of 

Change

Now is the 
Slowest Pace of 

Change

We must constantly 
be innovating to find 
new ways to grow 
and stay viable. 

Without risk taking 
and supporting 
change, you will not 
grow.



TABLE CHALLENGE

INNOVATION



7 SECRETS TO BUILDING AND KEEPING A TALENTED TEAM
Secret #6:

COLLABORATION
& TEAMWORK

BRING YOUR CULTURE TO LIFE

DEFINE YOUR CULTURE
ESTABLISH CLEAR EXPECTATIONS

MEASURE PERFORMANCE,GIVE FEEDBACK
SUPPORT RISK TAKING & INNOVATION



CAN’T WE ALL JUST GET ALONG?

Generational 
Differences

• 1st Time in 
History –
5 Generations in 
the Workplace

Personality
Differences

• Dominant
• Influencer
• Steady
• Cautious

Experience
Difference

• Education
• Work 

Experience
• Socio-Economic
• Cultural



5 GENERATIONS IN THE WORKPLACE



PERSONALITY DIFFERENCES



VIDEO

DiSC Behavioral 
Portrayals



WHEN YOUR LEADERSHIP TEAM & MANAGERS 
UNDERSTAND EACH OTHER...

Stephen Covey –
7 Habits of Highly Effective People



7 SECRETS TO BUILDING AND KEEPING A TALENTED TEAM
Secret #7:

INVEST IN YOUR PEOPLE

BRING YOUR CULTURE TO LIFE

DEFINE YOUR CULTURE
ESTABLISH CLEAR EXPECTATIONS

MEASURE PERFORMANCE,GIVE FEEDBACK

SUPPORT RISK TAKING & INNOVATION

COLLABORATION & TEAMWORK



IT’S MORE THAN A PAYCHECK

It’s Different 
for Different 

People

Consider: 
Personality and 

Generation



WHAT MOTIVATES PEOPLE?



WHAT MOTIVATES PEOPLE?

Have To …

Get To …

Want To …



WHAT MOTIVATES PEOPLE?

Extrinsic Motivation:
Refers to behavior that is driven by external 
rewards such as money, fame, grades, and praise. 
This type of motivation arises from outside the 
individual… (i.e. Carrot or Stick)



WHAT MOTIVATES PEOPLE?

Intrinsic Motivation:
Refers to behavior that is driven by internal 
rewards. In other words, the motivation to 
engage in a behavior arises from within the 
individual because it is intrinsically 
rewarding.  (i.e. Purpose or Why)





What Current Extrinsic Motivators are You Still Using?

What Intrinsic Tools Could You Replace It With?

DISCUSS AT YOUR TABLE



TOOLS AND STRATEGIES 
TO MOTIVATE, ENGAGE & EMPOWER

Personalized 
Performance 
Management

Coaching

Internal 
Professional 

Development 
Program

Be a Coach

Let Them Tell You 
Their 1, 3, 5 Year 

Plan and Help Them 
Get It



PERFORMANCE COACHING

3 E’s Engage

Equip Empower



PERFORMANCE COACHING: ENGAGE

What do they 
want?

Are they 
committed to 
the culture?

Do you have 
the right people 

on the bus?

Are They 
Engaged?



PERFORMANCE COACHING: EQUIP

What do they 
need to be 
successful?

Tools: Education, 
Training, Practice, 

Experience, 
Mentor or Coach

Mastermind 
Groups



PERFORMANCE COACHING: EMPOWER

Encourage 
them to be 
successful

Let them take 
on new 
projects

Give them new 
responsibilities

Allow them to 
make mistakes

Help them to 
learn and grow



WHAT DID YOU LEARN THIS AFTERNOON?

Write down your top 3 
takeaways from this afternoon.

~ and ~

One thing you are going to take 
back and implement at your 

company!



7 SECRETS TO BUILDING AND KEEPING A TALENTED TEAM

INVEST IN YOUR PEOPLE

BRING YOUR CULTURE TO LIFE

DEFINE YOUR CULTURE
ESTABLISH CLEAR EXPECTATIONS

MEASURE PERFORMANCE,GIVE FEEDBACK

SUPPORT RISK TAKING & INNOVATION

COLLABORATION & TEAMWORK



QUESTIONS?

Spire-Group.com
Ryan@Spire-Group.com
O: 262-292-1137

ClubMasterminds.com
Ryan@ClubMasterminds.com 
O: 262-292-1137

BOOTH #253
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