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	5. ravel and tourism  are dynamic industries that
Tplay a pivotal role in global economies, fostering
cultural exchange, economic growth, and job
creation. Behind the success of these industries,
inﬂuential leaders emerge as driving forces, steering
the course of development and innovation.
Inﬂuential leaders in travel and tourism possess a
strategic vision that goes beyond short-term gains.
They have the ability to forecast industry trends,
anticipate challenges, and devise innovative solutions.
By setting a long-term vision, these leaders guide their
organizations and the industry as a whole towards
sustainable growth, ensuring that tourism remains a
positive force for communities and the environment.
The impact of travel and tourism on national economies
is immense, contributing signiﬁcantly to GDP and job
creation. Leaders in the industry have the power to
drive economic growth by fostering a conducive
environment for tourism development. These leaders
can inﬂuence governments and stakeholders to
prioritize tourism as a key economic driver through
strategic partnerships, investment initiatives, and
policy advocacy.
As the world grapples with environmental challenges,
inﬂuential leaders in travel and tourism play a crucial
role in promoting sustainability. By advocating for eco-
friendly practices, responsible tourism, and
conservation efforts, they contribute to preserving
natural resources and protecting cultural heritage.
These leaders inspire the industry to adopt practices
that ensure destinations' longevity and local
communities' well-being.
Global events, such as pandemics or geopolitical
tensions, pose signiﬁcant challenges to the travel and
tourism sectors. Inﬂuential leaders demonstrate
resilience and adaptability in navigating these
challenges. Through crisis management, effective
communication, and the implementation of robust
contingency plans, they guide their organizations and
the industry at large through turbulent times, ensuring
a quicker recovery.
Embracing the journey of these resilient leaders who
are empowering a plethora of innovations in the travel
and tourism industry, CIOLook sheds light on The Most
Inﬂuential Travel &Tourism Leaders to Know, 2023.
Flip through the pages and get involved in the
advancements transforming the industry.
Have a Delightful Read!
-AnishMiller
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	9. Brief
Company Name
Paul Williams
Founder  & CEO
Tim Cordon
Chief Operating
Oﬃcer Middle East
& Africa
Karen Riordan
President & CEO
Moh Belkhodja
Head of Investments
and Special Projects
Karen is a driven professional witha wealth of knowledge in
the professional services industry.
Paul Williams has been working with some of the world’s most
prestigious brands, helping them achieve commercial success
through strategy-driven creativity.
Tim is responsible for leading hotel operations and delivering
business growth and proﬁt across the group's largest area.
Moh Belkhodja is the Founder of MetaKapsule and Head of
Investments & Special Projects at Ras Al Khaimah Tourism
Development Authority.
Eric M. Piatti
General Manager
Eric Piatti holds a stellar track record of elevating hotel
reputation through iconic projects, as well as improving guest
experience.
Dusit Thani
Laguna Singapore
dusit.com
Myrtle Beach Area
Chamber of Commerce
Ras Al Khaimah Tourism
Development Authority
raktda.com
Dan Jeavons
VP Computational
Science & Digital
Innovation, IT, CTO
Dan is recognized for his industry-leading work in the area of
Digital Transformation.
Shell
shell.com
Mohammed Ibrahim
Mohammed
Senior Manager
Mohammed has a work ethic and dedication to customer
service which are unparalleled. He is a consummate
professional and a true joy to work with.
Dubai Multi
Commodities Centre
dmcc.ae
Radisson Hotel Group
radissonhotels.com
Loredana Negru
Executive Assistant
to CEO
Loredana is a highly organized, detail-oriented, results-driven
professional with 7+ years of experience in the niche.
DarGlobal Real Estate
darglobal.co.uk
Spearhead Creativity
spearheadcreativity.com
Michael Vlad
General Manager and
Chief Executive Oﬃcer
Michael’s leadership is characterized by a profound dedication
to its mission—bridging the gap between a pioneering research
institution and its members who generously contribute their
time and resources to support groundbreaking research.
The Argyle Club
theargyle.com
Panos Loupasis
Managing Director
Panos is also a member of the advisory board for the Arabian
Hotel Investment Conference and the African Hotel Investment
Forum.
Wyndham Hotels & Resorts
wyndham.com
Featured Person
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	11. Michael Vlad
In Michael's  eyes,
the key to success
in the hospitality
industry lies in
leadership that
prioritizes
both employees
and guests.”
 


	12. vibrant haven where  culinary excellence meets
Aa profound commitment to saving lives. This is
The Argyle, a private dining club with a unique
mission—to fervently support the Texas Biomedical
Research Institute. To create a haven like this, it is
crucial to have exceptional leadership and the pursuit
of a higher purpose that must be seamlessly woven
together the worlds of hospitality and philanthropy.
Handling these intricacies with delicacy is Michael
Vlad—a seasoned General Manager and Chief
Executive Ofﬁcer at The Argyle Club with a rich
history in the hospitality industry. Michael's track
record speaks volumes, showcasing his expertise in
Private Dining Clubs, Food and Beverage, Team
Building, Budgeting, Leadership, and Finance. His
journey through the world of hospitality has been
bolstered by a strong educational foundation, with a
focus on Hospitality Management from The Institute of
Fine Arts, New York City and Cornell University.
Michael's leadership at The Argyle is characterized by a
profound dedication to its mission— bridging the gap
between a pioneering research institution and its
members who generously contribute their time and
resources to support groundbreaking research.
Let's discover the unique fusion of hospitality and
philanthropy, where Michael's visionary leadership shines!
Keys to the Suite
Michael owes his career choices to his father's enduring
inﬂuence. Growing up, his father's 45-year stint
managing hotels and restaurants in Europe set the
stage for Michael's own path in the industry.
At just 20 years old, Michael embarked on a new
chapter when he arrived in the bustling heart of NYC
from Europe. Shortly thereafter, he found himself
working at the renowned "Windows on the World"
restaurant atop the World Trade Centre One. This was
a pivotal moment, as Michael reminisces, "Windows on
the World made the highest impact on my hospitality
career.”
Tragedy struck on September 11, 2001, forever altering
Michael's life. He vividly recalls the morning of the
terrorist attack, with his scheduled shift at 10 a.m. and
the devastating event occurring just 45 minutes before.
"I will never forget this day!" Michael laments, as he
reﬂects on the 87 colleagues lost that fateful morning.
Yet, he miraculously survived, driven by the urge to
share his story.
In the wake of the World Trade Center attack and the
loss of friends and colleagues, Michael was left adrift. It
took nearly a year of introspection to chart a new
course for his career. But Michael's resilience and
passion for the service industry ultimately prevailed,
guiding him towards a brighter future in the world of
hospitality.
Check-In to Resilience
Michael, reﬂecting on his career, identiﬁes the
profound challenges posed by the COVID-19 pandemic.
He notes, "The impact of COVID-19 on our workforce,
members and society has been the second biggest challenge
of my career.”
In the face of this crisis, Michael's team swiftly
implemented a two-pronged strategy. First, they
offered "free on-site COVID testing continually," ensuring
the safety of their entire workforce. Second, they
embraced remote work, with "over 50% of our workforce
working from home." Remarkably, despite these
upheavals, they upheld their commitment, as Michael
puts it, by providing "full medical beneﬁts and full
compensation to all employees.”
Their resilience paid off, as Michael proudly states, "We
retained over 95% of our entire workforce during the
pandemic." Simultaneously, they adapted their services
to serve members, offering "takeout options or drive-
through" to ensure customer/members and guests
satisfaction. Michael steadfast leadership and
innovative strategies kept the ship aﬂoat during one of
the most challenging periods in recent memory.
The Key Ingredient
In Michael eyes, the key to success in the hospitality
industry lies in leadership that prioritizes both
employees and guests. He asserts, "The level of employee
productivity and overall workforce impact on our members
and guests is a direct reﬂection of our leadership and how
we treat our employees.”
Michael proudly identiﬁes as a "servant leader,"
emphasizing his dedication to treating employees with
the same "respect and care" accorded to guests, clients,
vendors, and members. To him, this commitment isn't
 


	13. just a strategy—it's  a deeply held belief in nurturing a
work environment where everyone is valued and
supported. In this ethos, Michael ﬁnds the foundation
of a thriving and harmonious hospitality enterprise,
where satisﬁed employees are empowered to create
exceptional experiences for all.
From Plate to Palate
Michael recognizes the power of data in the modern
age, afﬁrming, "We use data analytics to understand our
guests and members' dining behaviors and preferences
while predicting emerging trends."
Leveraging data analytics platforms, they craft targeted
marketing strategies that elevate special events and
dining experiences, ensuring a personalized and
engaging journey for their valued patrons.
Teamwork with a Twist
Michael believes that culture naturally takes root in any
environment, but its potency lies in consistency and
coherence. He stresses, "It is our responsibility as leaders
or inﬂuential team members to cultivate and develop a
high-performance culture for strategic success.”
Reﬂecting on his journey, about a year ago, Michael
embarked on a transformative path by enrolling in the
UC Berkeley Hass Business School CEO program. A
pivotal moment came when the entire Executive Team
engaged in assessments aimed at understanding their
Organizational Cultural Proﬁle.
The insights revealed a culture steeped in "integrity,
being members and employees-centric, collaborative,
results-oriented, and adaptive over time." Notably,
innovation and agility stood as core values.
Michael underscores the importance of a clear
organizational vision, spanning recruitment based on
"non-negotiable criteria," fostering and developing talent
and setting leadership examples in rewarding practices.
For him, a well-deﬁned culture is the cornerstone of
sustainable success, ensuring that every team member
thrives in a harmonious and purpose-driven
environment.
Counting Beans and Serving Dreams
Michael emphasizes the signiﬁcance of a collaborative
culture in their journey to success, stating,
"Collaborative culture is part of our pillars of success."
Their approach to yearly budgets exempliﬁes this
commitment to teamwork.
Before locking in ﬁnancial objectives, Michael's team
initiates a series of meetings with the Executive Team,
seeking their input. Michael believes that "involving the
team from the early stages of developing the ﬁnancial
budget" fosters transparency and paves the way for
collective efforts. This inclusive approach, he notes,
results in a united front dedicated to achieving their
shared goals, ensuring everyone's alignment and
commitment to success.
Degrees of Distinction
Michael traces the roots of his hospitality ethos back to
his formative years, where his mother served as his
dedicated tutor. He shares, "The ﬁrst seven years of my
life taught me the fundamental values of
hospitality—sharing, caring and respecting one another."
These bedrock principles have remained his guiding
light throughout his career.
His educational journey, spanning the Institute of Arts
and Cornell University has been transformative.
Michael words echo, "opened the door to new knowledge
Michael's deep-rooted
hospitality values took
shape during his early years
under the guidance of his
mother, who instilled in him
the core principles of
hospitality: sharing, caring
and respecting one
another.high-performance
culture for strategic
success.
“
“
 


	14. and new perspectives,"  which he seamlessly incorporated
into his transformational leadership style.
For Michael, nurturing his team's growth is crucial. He
emphasizes, "Providing the resources necessary to our staff
members to continue their education" is a shared
commitment. This investment not only propels their
personal aspirations but also fuels the organization's
collective drive toward success.
Embracing Change, Redeﬁning Hospitality
Michael's deep-rooted hospitality values took shape
during his early years under the guidance of his mother,
who instilled in him the core principles of hospitality,
"sharing, caring and respecting one another." These
principles, imprinted in his character, continue to shape
his career path.
His educational journey, including experiences at the
Institute of Arts and Cornell University, has been a
source of transformation. In Michael's words, these
experiences have "opened the door to new knowledge and
new perspectives," enriching his leadership style.
Michael's commitment to nurturing his team's growth
is unwavering. He underscores the importance of
"providing the resources necessary to our staff members to
continue their education," recognizing that this
investment not only empowers individuals to pursue
their personal goals but also fuels the collective drive of
the organization towards achieving both personal and
organizational objectives.
Catering to Perfection
The Argyle Club thrives on transparency, embracing
member feedback as a daily ritual. He explains, "We
track member satisfaction through electronic surveys after
dining or events, sharing it with staff through our employee
App.”
It is our
responsibility as
leaders or inﬂuential
team members to
cultivate and
develop a high-
performance culture
for strategic
success.”
“
 


	15. Their mission is  clear: "empower staff as small
entrepreneurs," fostering a high level of member
engagement. Michael sees feedback as a chance for
growth, remarking, "Mistakes are a learning curve and an
opportunity to improve, not a service failure."
This approach cultivates a culture of continuous
improvement, where every team member contributes
to reﬁning their service exemplifying their commitment
to providing exceptional experiences and ensuring their
members' voices are not just heard but valued.
The Finest Hour
In his decade-long tenure, Michael ﬁnds profound
satisfaction in helping staff realize their dreams, be it
"buying their ﬁrst home, putting their children through
college, or paying debt." For him, it's about nurturing
their personal growth and well-being.
Michael's pivotal role in collaborating with the board on
funding strategies for new facilities has yielded
remarkable results. He notes, "The impact from the
results of this process created an ongoing new member's
waitlist while our attrition levels are at all-time lows." This
achievement reﬂects a commitment to member
satisfaction and ﬁnancial sustainability, ensuring that
the organization thrives while alleviating the ﬁnancial
burden on its members.
A Feast for the Soul
With years of experience, Michael shares invaluable
insights about the transformative power of humility
and gratitude, emphasizing that life is about "selﬂessly
serving others." These values are instilled in The Argyle's
staff, where leadership revolves around investing in
those they serve.
Michael's advice for success resonates deeply, "Be
authentic, honest and passionate about achieving success,
concentrate on positives and possibilities, pay attention to
details, be transparent and communicate well." He adds,
"Develop and maintain a sense of urgency and most
importantly, have fun."
These timeless principles have guided Michael's
journey and continue to inspire both his leadership and
the culture at The Argyle Club fostering a dynamic and
fulﬁlling environment for all.
Setting the Table for Progress
With over 1,500 members, The Argyle has been a
stalwart supporter of the Texas Biomedical Research
Institute since its reopening in 1956, providing crucial
ﬁnancial support. Michael explains their approach, "To
keep the members informed about the research their money
supports, the Argyle hosts regular ﬁreside chats by
researchers." These dialogues shed light on life-saving
research, spanning technologies for premature infants
to pioneering vaccines and treatments for deadly
infectious diseases.
For 67 years, The Argyle's core mission has been to
nurture and back Texas Biomed, forging a symbiotic
relationship that yields profound global health
solutions. Michael highlights, "This simple yet intricate
arrangement serves both well." Beyond culinary
excellence and top-notch facilities, The Argyle's
membership embraces a higher purpose – saving lives.
Michael's reﬂection invites readers to ponder their own
higher purpose and how it can be intertwined with their
organizations to create a positive impact on the world.
It's a question that transcends industries, inviting
individuals and businesses alike to contribute to
something greater than themselves.
 


	16. Dan Jeavons
ometimes you  ﬁnd what you are meant to do by
Seliminating all the things you can't do. Dan
Jeavons puts it this way "In ﬁnding out what I
wasn't, I found out what I was." He wasn't the best
programmer, but what he was good at was ﬁnding
patterns from large quantities of data.
Dan is currently the Vice President of the
Computational Science & Digital Innovation
department at Shell. He is a key contributor to Shell's
digitalization program. Since he started his own team at
Data Science Centre of Excellence in 2013, its work has
won multiple awards, one of which was Constellation
Research's Supernova Awards in the Data to Insights
category.
Dan is recognized for his industry-leading work in the
area of Digital Transformation. He was part of the team
which developed the Shell.ai brand, which is now
externally recognized. His team's work and impact have
been regularly publicized in mainstream journals like
Forbes, the Wall Street Journal, and the Financial
Times.
He has also developed effective technology
partnerships with Microsoft and others, contributed to
Shell's strategic alliance, and coordinated with Baker
Hughes & C3.ai leading to the announcement of the
Open AI Energy Initiative (OAI) in 2021.
Dan is passionate about Big Data, Data Science, and AI.
He also has extensive experience in business process
redesign, business transformation, and change. In 2020
he was listed in the Constellation Research #BT150
and Truata's Top 100 Data Visionaries.
Dan Jeavons, in an exclusive interview with CIOLook,
shares how dancing to his own tune has led him to success.
Below are the highlights:
Dan, please brief our audience about your journey as a
business leader until your current position at Shell.
What challenges have you had to overcome to reach
where you are today?
I knew I was never going to be the best coder but being
aware of what I am not so good at is actually a
superpower. From early in my career, I could see others
around me who were better at what they were doing.
So, in ﬁnding out what I wasn't, I found out what I was -
good at distilling large quantities of information and
then making the connections.
Now I'm part of a team leading Shell's digital
transformation, which is playing an integral part in our
net-zero ambition. My team is a core part of a
traditionally slow-moving business – but one that is
changing rapidly. And digital plays an increasingly
important role. We've found that the ability to take
large quantities of information – or data – and look for
patterns and, in some cases, embed these insights
software applications has delivered material impact for
our business.
Taking large quantities of
information or data, looking
for patterns and using those
insights to transform
business processes has been
the key reason for the
success of my team.
“
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	17. Dan Jeavons
VP Computational  Science & Digital
Innovation, IT CTO
Shell
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	18. optimization are as  relevant to wind farms, solar farms,
battery storage, and hydrogen facilities as they are to
gas plants and reﬁneries.
Using data around the use of electric vehicles means
charging can be optimized to place less burden on the
grid for example. Shell is also using blockchain to trace
and verify the provenance of energy created from
renewable sources – so energy users know where their
energy has come from. And a recent pilot project is
Avelia – a blockchain project between Shell, Accenture,
and American Express Global Business Travel which is
aimed at increasing the availability and use of
sustainable aviation fuel.
We work a lot with others companies. Microsoft, C3.ai,
Baker Hughes, and Shell are founding members of the
Open AI Energy Initiative. This ﬁrst-of-its-kind program
shares AI knowhow and ﬁnds ways to exchange digital
technology to help solve tough problems within the
energy industry – making sure assets run as efﬁciently
as possible and improving maintenance, for example.
What, according to you, could be the next signiﬁcant
change in your sector? How is your company
preparing to be a part of that change?
I believe that the two mega trends – that of the energy
transition and digitalization are intertwined. Both are
expected to have a profound impact on the way
everyone lives their lives. I believe that technological
innovation is key to help us make the massive changes
needed.
Deep decarbonization of energy infrastructure and
consumption would not be possible without a
comprehensive digital transformation through the
entire energy value chain. I am not advocating that
digital technology can solve the world's energy
problems. But I am convinced that digital technology is
one of the major levers to pull in the drive towards a
net-zero future.
AI itself will not abate emissions. It is an enabling
technology, versatile by essence; it allows new ways of
working, which can have a systemic impact in
transforming and decarbonizing the energy system.
Tell us something more about your company and its
mission and vision.
Shell is an international energy company whose
purpose is to power progress together with more and
cleaner energy solutions. Shell uses innovative and
advanced technologies to produce and distribute
energy in more efﬁcient, reliable and sustainable ways.
Digital technology is making our existing operations
more effective and efﬁcient, helping to offer our
customers lower-carbon solutions.
Describe in detail the values and the work culture that
drives your organization.
For me, it has always been about being part of a viral
movement, growing from the bottom up. At the start,
we were a really small group about ﬁve or six of us
dancing on our own within Shell, like that YouTube
video where a man is dancing on his own, and then
there are two people, then four and so on all in sync. In
2013, I began building a team to see how Shell could
reap more value from advanced analytics.
I had help from some pretty visionary executives. I
hired a statistician and an engineer, and we started
building stuff. A lot of it failed but I was given the time
to try, and also smash into a few walls – eventually, one
worked. That project paid for itself in six weeks.
Suddenly we went from 'Dan's little hobby horse' to:
'OK, this is actually saving us money...'
When you're dealing with a sector that has to think
about safety every waking moment, you need a safe
place to experiment with doing things differently. A
sandbox – where it's OK to fail. In the past, there were
empirical models, where data came from watching what
had happened and then applying lessons of the past to
ﬁx problems of the future. Now, with digital twins, it is
possible to create an exact replica of a plant or facility
virtually. Play the scenario and see the outcomes.
Rewind then play again with a different set and
scenarios, and keep doing this until we get it right.
Undeniably, technology is playing a signiﬁcant role in
almost every sector. How are you leveraging
technological advancements to make your solutions
resourceful?
Digitalization is one of the key ways to accelerate the
energy transition because reliability, integrity and
www.ciolook.com | October 2023 |
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	20. How the
Travel Indury  is
Becoming a Robust
Contributor to
the untry's Economy?
he travel industry has long been recognized for its ability to
Tconnect people, cultures, and economies. In recent years, it has
emerged as a robust contributor to the economic prosperity of
nations around the world. This article explores the multifaceted ways in
which the travel industry is playing a pivotal role in bolstering a country's
economy.
Job Creation
One of the primary ways in which the travel industry contributes to the
economy is through job creation. From airline personnel and hotel staff to
tour guides and transportation providers, the travel sector generates a
vast array of employment opportunities. These jobs not only support the
livelihoods of individuals but also contribute signiﬁcantly to reducing
unemployment rates in many countries.
Growth in Hospitality and Tourism Infrastructure
As the travel industry expands, there is a parallel growth in hospitality and
tourism infrastructure. New hotels, resorts, and entertainment facilities
are developed to meet the increasing demand from travelers. This not
only enhances the overall tourism experience but also stimulates
economic activities in the construction and real estate sectors.
Foreign Exchange Earnings
Tourism is a major source of foreign exchange earnings for many
countries. As international tourists explore new destinations, they spend
money on accommodation, food, transportation, and various other
services, thereby contributing to the country's foreign reserves. This
inﬂux of foreign currency strengthens the national economy and helps
maintain a favorable balance of payments.
How the
Travel Indury is
Becoming a Robust
Contributor to
the untry's Economy?
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	22. Cultural Exchange and  Soft Power
Travel fosters cultural exchange, enabling people from
different parts of the world to understand and
appreciate each other's customs, traditions, and ways
of life. This cultural exchange not only enriches
societies but also contributes to a country's soft power.
Positive experiences by visitors can lead to increased
diplomatic and economic ties between nations.
Boost to Small and Medium Enterprises (SMEs)
Local businesses, especially small and medium
enterprises, beneﬁt from the travel industry.
Restaurants, souvenir shops, local artisans, and other
businesses catering to tourists see an uptick in demand,
providing them with opportunities for growth. This, in
turn, contributes to the overall economic development
of the community.
Innovation and Technology Integration
The travel industry has been quick to embrace
technological advancements, leading to innovations
that enhance the overall travel experience. From online
booking platforms to smart destination management
systems, technology plays a crucial role in making travel
more efﬁcient and enjoyable. This integration of
technology contributes to the growth of the tech sector
and promotes innovation.
Education and Skill Development
The travel industry provides opportunities for
education and skill development, both directly and
indirectly. Employees in the sector often receive
specialized training in areas such as hospitality,
customer service, and tourism management.
Additionally, the industry's growth stimulates
educational programs related to tourism and travel
management, fostering a skilled workforce that can
contribute to various sectors of the economy.
Medical Tourism and Healthcare Contribution
Medical tourism has become a signiﬁcant component of
the travel industry, with individuals traveling to other
countries for medical treatments and procedures. This
not only boosts the healthcare sector but also
contributes to the economy through medical facilities,
accommodations, and other related services. Countries
with reputable healthcare systems can leverage
medical tourism to strengthen their economy.
Crisis Resilience and Economic Stability
While the travel industry is susceptible to crises such as
natural disasters, pandemics, and geopolitical events,
its resilience and ability to recover are remarkable.
Governments and businesses are increasingly
recognizing the importance of diversifying their
economies, and a robust travel industry can provide
stability during challenging times. The adaptability of
the travel sector contributes to economic resilience and
stability.
Promotion of Cultural Heritage and National Identity
Tourism often involves the exploration of a country's
cultural heritage and historical sites. As travelers visit
museums, monuments, and landmarks, they contribute
to the preservation and promotion of a nation's cultural
identity. This not only enhances national pride but also
generates revenue that can be reinvested in the
maintenance and restoration of cultural treasures.
Collaboration with Other Industries
The travel industry is inherently interconnected with
various other sectors, fostering collaboration and
synergy. Airlines rely on the aviation industry, hotels on
construction and real estate, and tourist attractions on
local businesses. This interconnectedness creates a
network of economic activities that extend beyond
tourism, contributing to the overall health and vitality
of the country's economy.
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	23. The biggest
adventure
you can  take is to
live the life of
your dreams.
 


	24. EricPiatti
Hospitality Maestro in  Action
Infusing Passion and Expertise
usit Thani Laguna Singapore believes in people
Das the essence of luxury hospitality is one that
puts the needs and wants of its guests ﬁrst. Eric
Piatti, a seasoned General Manager is executing the
belief that the quality of the experience is determined
by the people who create it, from the front-line staff to
the management team.
Eric advocates employee engagement, customer-
centricity and tech adoption in the realm of hospitality.
Assertive, competitive and result-oriented, Eric excels
as an innovative problem solver, leading teams through
empowerment and fostering succession strategies in
diverse cultural environments. His ambition to
contribute to innovative projects within a conducive
environment makes him a valuable asset.
Eric's expertise shines at Dusit Thani Laguna Singapore,
an urban luxury resort and championship golf
destination. With exceptional facilities, luxurious rooms
and Thai-inspired hospitality, it's a place where careers
ﬂourish.
Let's explore Eric's leadership approach for the team that
exceeds expectations and empowers its members!
How do you uphold Dusit Thani Laguna's luxury and
quality standards?
As the General Manager of Dusit Thani Laguna
Singapore, I take immense pride in our hotel's
reputation for luxury and world-class amenities.
Upholding quality and service is our foundation.
To ensure exceptional experiences, we invest in staff
training, enabling personalized service. Guest feedback
guides our improvements. Robust quality programs
assure meticulous attention, creating lasting memories.
Sustainability matters—our 'Tree of Life' initiative
focuses on positive impacts. Collaboratively, our team
embodies Thai hospitality, delivering seamless service.
With a commitment to excellence, we eagerly await the
chance to provide you with an unforgettable stay at
Dusit Thani Laguna Singapore. Your trust means
everything to us.
In your opinion, what sets Dusit Thani Laguna apart
from other luxury resorts in the region? How do you
stay competitive in the market?
I believe that several factors set our resort apart from
other luxury properties in the region:
Ÿ Authentic Thai Hospitality: Being a part of the
renowned Dusit Thani brand, we are committed to
delivering the warm and gracious service that
Thailand is known for.
Ÿ Tranquil Location: Our resort's serene and
picturesque location within the Laguna National Golf
Resort Club offers a peaceful and rejuvenating
environment for guests.
Ÿ World-Class Amenities: We pride ourselves on
offering a comprehensive range of world-class
amenities and facilities to cater to the diverse needs
and preferences of our guests.
Ÿ Sustainable Practices: Being committed to
sustainability and responsible tourism, our
environmentally friendly initiatives and community
engagement efforts distinguish us as a resort that
cares about the well-being of the planet and the local
community.
To stay competitive in the market, we continuously
focus on the following strategies:
Ÿ Guest-Centric Approach: We place our guests at the
heart of everything we do and their satisfaction is our
top priority.
Ÿ Continuous Innovation: We embrace innovation and
keep abreast of industry trends to offer cutting-edge
services and amenities that enhance the guest
experience.
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	25. We uphold values  and
strategies to be a
premier luxury resort,
ensuring Dusit Thani
Laguna Singapore
remains a top choice for
travelers seeking
unparalleled hospitality
and unforgettable
getaways.”
“
Eric Piatti | General Manager |
Dusit Thani Laguna Singapore
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	26. Ÿ Talent Development:  We invest in team members'
professional growth and foster a culture of
excellence and dedication to service, which
translates into exceptional experiences for our
guests.
Ÿ Marketing and Branding: We engage in strategic
marketing and branding initiatives to showcase our
unique attributes and effectively communicate our
value proposition to potential guests.
What strategies do you employ to enhance guest
satisfaction and create memorable experiences for
them during their stay at Dusit Thani Laguna?
Our strategies for guest satisfaction and memorable
stays:
Ÿ Personalized Care: Treating each guest uniquely, our
team understands preferences for tailored
experiences.
Ÿ Genuine Thai Warmth: Part of Dusit Thani, we
ensure authentic Thai hospitality through genuine
care and kindness.
Ÿ Enriching Exploration: Curating cultural, local and
recreational experiences for guests to immerse in at
Dusit Thani Laguna Singapore.
How do you promote a positive work culture and
ensure effective communication among the staff
members at Dusit Thani Laguna?
Promoting a healthy work culture among the team
members helps maintain efﬁciency and we ensure that
through the following:
Ÿ Open Communication: Transparent channels,
including meetings and feedback sessions, foster
inclusivity, enabling all team members to contribute
to the hotel's success.
Ÿ Training for Growth: Continuous training enriches
skills and values, enhancing job satisfaction and
exceptional service.
Ÿ Uniﬁed Collaboration: Cross-department
collaboration dismantles barriers, ensuring a
seamless guest experience and robust
communication.
Ÿ Empowerment: Staff autonomy promotes proactive
solutions, elevating conﬁdence and ownership.
How does Dusit Thani Laguna prioritize sustainability
in its operations and incorporate these principles
daily?
We are committed to being responsible stewards of our
environment and have implemented several initiatives
to promote sustainability.
Ÿ Environmental Responsibility: With a commitment to
sustainability, we've undertaken multiple initiatives.
Ÿ Efﬁcient Energy Use: Our property embraces energy-
efﬁcient tech, LED lights, motion sensors and energy-
saving appliances to lower consumption.
Ÿ Water Wise: Through low-ﬂow ﬁxtures, efﬁcient
landscaping and leak checks, we're actively
conserving water.
Ÿ Waste Management: Recycling for paper, plastic,
glass and more is integral. Guest and staff
engagement strengthens our recycling efforts.
Ÿ Greener Operations: Eco-friendly cleaning, reducing
single-use plastics and sustainable menus mark our
operational practices.
How do you leverage technology to improve
operational efﬁciency and enhance the guest
experience at Dusit Thani Laguna?
At Dusit Thani Laguna Singapore, we recognize the
importance of technology in the hospitality industry
and actively leverage it to enhance operational
efﬁciency and elevate the guest experience. Here are
some ways we utilize technology:
Ÿ Seamless Check-In and Check-Out: Digital check-in
and check-out via mobile devices streamline
processes, reducing wait times for a seamless guest
experience.
Ÿ Dusit App: Our mobile concierge offers guests easy
access to facility details, local attractions, dining
options, and more, placing essential information at
their ﬁngertips.
Ÿ Contactless Payments: Contactless payment choices
ensure secure transactions without physical contact,
enhancing both convenience and safety, especially in
current times.
Ÿ Data Analytics: Data analytics provide insights into
guest preferences, enabling personalized
experiences and offerings that elevate guest
satisfaction.
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	27. What are your  short-term and long-term goals for
Dusit Thani Laguna under your leadership? How do
you plan to achieve them?
Building & retaining a winning team remains the
objective to ensure consistency in quality, further grow
the momentum of the property and its market
penetration. Capitalizing on our facilities and our
wellness expertise, we are extending our Dusit well-
being program to our team members aiming to provide
a leading work life balance in hospitality in Singapore.
How do you keep up with hospitality trends? How
does Dusit Thani Laguna stay innovative in a changing
market?
In Singapore, the dynamic STB and SHA offer
innovative solutions. Embracing innovation from pre-
opening, we've gone paperless for admin and guest
processes. Virtual check-in, check-out and in-room
services via the DusitSG App are key 2020 innovations.
Dusit International's Tree of Life sustainability program
sets us apart, including species protection, plastic
reduction and upcoming food waste composting and
solar energy initiatives. Aligned with brand pillars, we
prioritize locality, well-being, sustainability and
personalized service.
What are the key challenges you anticipate facing as
the General Manager of Dusit Thani Laguna in the
coming years and how do you plan to address them?
Hospitality has to become more attractive and regain
its glamour among younger generations. Work-life
balance is essential and our well-being program is here
to set the framework. Appreciation, development,
recognition and rewards must be omnipresent.
Remuneration adjustment with other industries is
essential and automation is part of the solution to
optimize/ streamline processes to allow more quality
time for customer-facing team members with our
guests.
Talent development and career path within the industry
is possible and a must. Hospitality leadership,
management companies and owners will need to invest
in talents more consistently.
How do you measure the success of your leadership
and the overall performance of Dusit Thani Laguna?
Deﬁning my leadership style is paramount, as it shapes
every team interaction. I ﬁrmly embrace trust,
empowerment and coaching, a philosophy I imbibed
during my culinary apprenticeship in Switzerland. This
approach has resonated globally and proven effective.
Empowering my team is vital—70% interact with
customers, needing autonomy to meet their
expectations. Empowerment fuels engagement, pivotal
in luxury contexts. While perhaps not entirely scientiﬁc,
the ultimate afﬁrmation lies in team members
returning. This demands time, resilience and
dedication, particularly in a new property's context, yet
the rewards for a leader are immeasurable.
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	28. An Overview
Emerging Trends
Emerging  Trends
Emerging Trends
in the
Tour and Travel
Tour and Travel
Tour and Travel
Industry in 2024
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	29. he tour and  travel industry is a dynamic and ever-
Tevolving sector that constantly adapts to
changing consumer preferences, technological
advancements, and global trends. As we step into 2024,
several exciting developments are shaping the way
people plan, book, and experience their journeys. In this
article, we will explore the emerging trends that are set
to redeﬁne the landscape of the tour and travel
industry in the coming year.
Sustainable Tourism Takes Center Stage
With increasing awareness of environmental issues,
travelers in 2024 are more conscious about the impact
of their journeys. Sustainable tourism practices are
gaining momentum, with a growing number of eco-
friendly accommodations, green transportation
options, and initiatives aimed at preserving local
cultures and ecosystems. Travelers are seeking
experiences that align with their values, driving the
industry towards more sustainable and responsible
practices.
Rise of Virtual and Augmented Reality in Travel
Planning
Virtual and augmented reality technologies are
transforming the way travelers plan their trips. In 2024,
expect to see more interactive and immersive
experiences, allowing potential travelers to virtually
explore destinations, hotels, and attractions before
making bookings. This not only enhances the planning
process but also provides a more realistic preview of
what to expect, reducing surprises and increasing
customer satisfaction.
Personalized Experiences through AI and Big Data
Artiﬁcial Intelligence (AI) and Big Data are
revolutionizing the travel industry by enabling highly
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	30. personalized experiences. Advanced  algorithms
analyze user preferences, behavior, and historical data
to tailor recommendations for accommodations,
activities, and destinations. Travel companies are
utilizing this technology to create customized
itineraries, enhancing the overall travel experience and
increasing customer loyalty.
Contactless Travel and Digital Payments
The COVID-19 pandemic has accelerated the adoption
of contactless technologies in the travel industry. In
2024, we can expect a continuation of contactless
check-ins, mobile room keys, and digital payments.
Travelers are increasingly relying on their smartphones
for a seamless and secure travel experience, reducing
physical contact and enhancing hygiene standards
throughout the journey.
Transformation of Accommodations: From Hotels to
Alternative Stays
The traditional hotel model is facing competition from a
surge in alternative accommodations such as vacation
rentals, boutique guesthouses, and unique lodging
options. Travelers are seeking more authentic and
diverse experiences, prompting a shift away from
standardized hotels. The rise of home-sharing
platforms and niche accommodations reﬂects a
growing desire for personalized and culturally
immersive stays.
Blockchain for Secure and Transparent Transactions
Blockchain technology is making inroads into the travel
industry, offering enhanced security and transparency
in transactions. From securing personal information to
streamlining the booking process and ensuring the
authenticity of reviews, blockchain has the potential to
revolutionize the way the industry operates. In 2024,
we can anticipate further integration of blockchain to
build trust and security in travel-related transactions.
Health and Wellness Travel
In 2024, an increasing number of travelers are
prioritizing health and wellness in their journeys. The
travel industry is responding by offering specialized
wellness retreats, spa destinations, and ﬁtness-focused
vacations. From yoga and meditation retreats to
wellness-focused cuisine, travelers are seeking
experiences that contribute to their overall well-being,
reﬂecting a broader cultural shift towards a healthier
lifestyle.
Remote Work and "Workcations”
The rise of remote work has given birth to the trend of
"workcations." In 2024, more people are combining
work with leisure by choosing destinations that offer a
conducive environment for remote work. Hotels and
resorts are catering to this trend by providing co-
working spaces, high-speed internet, and amenities
that support both work and relaxation. As a result,
traditional vacation spots are transforming into
temporary ofﬁces for digital nomads and remote
workers.
Hyper-Personalization with Wearable Tech
Wearable technology is becoming an integral part of
the travel experience. In 2024, expect to see the
integration of smartwatches, ﬁtness trackers, and
augmented reality glasses to enhance the overall
journey. From providing real-time translation services
to personalized recommendations based on biometric
data, wearable tech is elevating the level of
personalization and convenience for travelers.
Space Tourism Takes a Step Closer to Reality
While still in its early stages, the concept of space
tourism is gaining traction. With private companies
investing in space travel ventures, 2024 might witness
signiﬁcant advancements in commercial space travel.
Though not yet mainstream, the idea of traveling
beyond Earth's atmosphere is becoming more feasible,
offering a glimpse into a future where space tourism
becomes a reality for adventurous and afﬂuent
travelers.
Culinary Tourism and Food Experiences
Food has always been an essential part of travel, but in
2024, culinary tourism is taking on a new dimension.
Travelers are increasingly seeking authentic food
experiences, from street food tours to cooking classes
with local chefs. Destinations are capitalizing on their
unique culinary heritage, and food festivals are gaining
popularity as travelers explore different cultures
through their palates.
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