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Unreasonable	hospitality	study	guide

Unreasonable	Hospitality:	The	Extraordinary	Journey	of	Will	Guidara.	This	book	tells	the	story	of	Will	Guidara's	remarkable	transformation	of	Eleven	Madison	Park,	highlighting	his	unique	approach	to	hospitality	that	emphasizes	going	beyond	expectations	to	create	unforgettable	experiences	for	both	guests	and	employees.	Guidara's	dedication	to
exceptional	service	led	to	memorable	moments	like	surprising	a	family	with	a	magical	sledding	trip	in	Central	Park	or	transforming	a	private	dining	room	into	a	beach	scene.	His	leadership	philosophy	focuses	on	delivering	praise	and	criticism	with	intention,	creating	a	nurturing	environment	where	employees	feel	valued.	The	book	offers	valuable
insights	into	how	any	business	can	become	hospitality-driven	by	turning	ordinary	moments	into	exceptional	experiences.	Guidara's	methods	are	reflected	in	stories	from	his	tenure	in	the	restaurant	industry	alongside	renowned	figures	like	Daniel	Boulud	and	Danny	Meyer.	One	of	the	heartwarming	anecdotes	is	about	serving	a	"street	hot	dog"	at	a
four-star	restaurant,	which	led	to	guests'	overjoyed	reactions	and	underscored	the	power	of	small	acts	in	creating	unforgettable	experiences.	The	concept	of	"unreasonableness"	transformed	EMP's	culture	into	something	truly	special,	creating	unforgettable	experiences	that	lingered	with	guests	long	after	their	visits	were	over.	A	key	aspect	of	the
book	highlights	Guidara's	thoughts	on	criticism,	emphasizing	its	importance	as	an	act	of	care	and	investment	in	personal	growth.	He	argues	that	thoughtful	criticism	fosters	improvement	and	intentionality,	allowing	individuals	to	grow	by	considering	diverse	perspectives	and	making	informed	choices.	This	approach	is	not	limited	to	fine	dining;
businesses	across	various	industries	can	benefit	from	implementing	a	culture	of	care	and	exceptional	hospitality.	Guidara's	insights	on	leadership,	intentional	praise,	and	criticism	offer	valuable	takeaways	for	creating	a	compelling	work	environment,	where	every	decision	contributes	to	a	sense	of	belonging	and	excellence.	The	partnership	between
Guidara	and	his	chef	Daniel	Humm	brought	innovative	ideas	to	life,	making	EMP	not	only	renowned	for	its	cuisine	but	also	for	its	holistic	atmosphere.	The	book's	focus	on	the	positive	impact	of	their	collaboration	serves	as	a	reminder	that	going	above	and	beyond	can	lead	to	extraordinary	results.	*Unreasonable	Hospitality*	is	a	treasure	trove	of
principles	that	can	revitalize	business	practices,	inspiring	readers	to	prioritize	people,	create	joy	in	their	environments,	and	strive	for	excellence.	The	alternative	book	cover	highlights	the	core	themes	of	the	book:	treating	customers	with	exceptional	hospitality,	creating	personalized	experiences,	employee	engagement,	leadership	lessons,	and	the
importance	of	partnerships.	The	book's	message	is	simple	yet	powerful	–	that	every	business	can	choose	to	provide	extraordinary	service,	turning	ordinary	moments	into	cherished	memories.	After	dinner	at	Eleven	Madison	Park,	the	private	dining	room	transforms	into	a	beach	experience,	complete	with	sand	and	beach	gear,	to	console	a	couple	whose
vacation	was	cancelled.	A	surprise	parting	gift	of	hot	dogs,	plated	artistically,	is	served	to	New	York	visitors.	The	book	also	touches	on	Guidara's	partnership	with	his	chef	business	partner	before	splitting	up.	Will	Guidara,	co-owner	of	Make	It	Nice,	shares	his	journey	in	the	hospitality	industry	through	"Unreasonable	Hospitality".	The	book	delves	into
his	approach	to	business,	which	is	rooted	in	providing	exceptional	experiences	for	guests.	In	Chapter	1,	he	introduces	the	concept	of	unreasonable	hospitality,	emphasizing	its	importance	in	creating	a	memorable	experience.	Guidara	highlights	the	significance	of	culture	in	maintaining	high	standards	and	employee	engagement	in	Chapter	2.	He	shares
strategies	for	fostering	a	strong	culture,	including	core	values	and	regular	feedback.	In	Chapter	3,	Guidara	focuses	on	tailoring	experiences	to	individual	guests'	needs	and	preferences,	while	emphasizing	attention	to	detail.	Collaboration	is	also	crucial,	as	illustrated	in	Chapter	4	through	the	Make	It	Nice	group.	In	Chapter	5,	Guidara	looks	ahead	to
industry	trends,	stressing	the	role	of	technology	in	creating	personalized	experiences.	Throughout	the	book,	Guidara	shares	valuable	insights	into	his	philosophy	for	success	in	the	hospitality	industry,	from	unreasonable	hospitality	to	culture	and	collaboration.	Hospitality	business	owners	or	aspiring	entrepreneurs	looking	to	create	unforgettable	guest
experiences	should	read	"Unreasonable	Hospitality"	by	Daniel	Guidara.	This	book	highlights	the	transformative	power	of	exceptional	service,	using	metaphors	like	a	"ray	of	light,"	an	"oasis	of	comfort	and	restoration,"	and	an	"island	of	delight	and	care"	to	illustrate	the	profound	impact	it	can	have	during	difficult	times.	Guidara	stresses	that	true
hospitality	goes	beyond	just	providing	sustenance	or	leisure;	it	offers	meaningful	escapes,	solace,	and	temporary	relief	from	sorrow.	To	build	a	strong	organizational	culture	centered	around	hospitality,	Guidara	advocates	for	a	human-centric	approach.	This	involves	creating	a	shared	purpose,	empowering	team	members,	and	fostering	genuine
connections	with	both	staff	and	customers.	He	emphasizes	the	importance	of	prioritizing	human	connection	over	technical	proficiency,	arguing	that	real	hospitality	is	about	making	people	feel	seen,	valued,	and	included.	Guidara	recommends	several	strategies	to	achieve	this,	including:	*	Involving	employees	in	strategic	planning	activities	*
Conducting	regular	thirty-minute	pre-shift	meetings	*	Implementing	programs	that	empower	employees	to	take	ownership	of	specific	areas	within	the	organization	By	following	these	tips,	business	owners	can	create	a	culture	where	everyone	feels	invested	in	achieving	common	goals	and	empowered	to	do	more	than	what's	expected	to	help	others	feel
accepted.	Start	and	end	meetings	on	time	to	discuss	both	the	'what'	(essential	information)	and	the	'why'	(the	purpose	behind	their	work).	Guidara	emphasizes	acknowledging	team	members	who	excel,	creating	opportunities	for	them	to	lead	in	areas	they're	passionate	about.	He	empowered	staff	with	a	passion	for	beer	to	take	over	the	entire	beer
program,	transforming	it	into	a	national	leader.	To	foster	a	sense	of	ownership,	create	a	team	vision	board	with	images	and	words	that	represent	shared	goals	and	aspirations.	Implement	a	monthly	"Idea	Lunch"	where	employees	from	different	departments	discuss	strategic	goals	and	brainstorm	solutions	over	a	meal.	This	helps	break	down
hierarchical	barriers	and	stimulate	open	conversation.	Start	a	reflection	journal	to	write	down	instances	where	your	actions	aligned	with	the	values	you	wish	to	embody.	Also,	implement	a	personal	"pre-shift"	ritual	where	you	plan	and	visualize	your	day's	success.	This	practice	can	help	you	transition	into	a	focused	work	mindset.	Use	a	digital
countdown	timer	to	enforce	meeting	start	and	end	times,	ensuring	punctuality	and	focus.	Display	the	timer	on	a	screen	in	the	meeting	room	or	use	a	smartphone	app	that	all	participants	can	see.	Implement	a	peer-nominated	"Star	of	the	Week"	program	where	employees	can	vote	for	their	colleagues	who	have	demonstrated	exceptional	performance.
Recognizing	exceptional	performance	among	coworkers,	consider	announcing	the	winner	during	the	pre-shift	meeting,	fostering	a	sense	of	community	and	peer-driven	recognition.	This	could	involve	setting	up	a	ballot	box	and	forms	in	a	common	area	for	team	members	to	submit	their	nominations	throughout	the	week.	Encourage	team	members	to
share	their	hobbies	or	side	projects	during	regular	meetings	through	a	"Passion	Presentation"	segment,	allowing	individuals	to	showcase	what	excites	them	outside	of	job	responsibilities.	This	can	reveal	hidden	talents	and	interests	that	could	translate	into	leadership	opportunities	within	the	company.	Additionally,	implement	a	rotating	leadership
program	where	employees	take	turns	leading	small	projects	related	to	their	work	area,	providing	hands-on	experience	and	ownership.	The	concept	of	intentionality	is	highlighted	throughout	the	text,	emphasizing	the	importance	of	being	intentional	with	actions.	It	sets	the	stage	for	specific	recommendations	and	lessons	shared	in	later	chapters.	This
approach	resonates	with	those	who	follow	Admired	Leadership	behaviors,	as	it	emphasizes	accepting	the	obligation	to	lead	with	excellence,	regardless	of	position	or	title.	Don't	rush	into	a	new	organization,	ease	into	it	instead.	This	is	one	of	Guidara's	key	takeaways	as	he	shares	his	experience	with	starting	anew.	A	leader	must	strike	a	balance
between	different	perspectives	and	learn	to	listen	without	immediately	disagreeing.	Guidara	tells	the	story	of	being	dropped	into	a	new	environment	at	EMP,	where	everyone	had	their	own	biases	and	agendas.	He	emphasizes	the	importance	of	listening	and	taking	time	to	understand	the	cultural	context.	One	crucial	behavioral	recommendation	is	the
approach	Guidara	takes	when	it	comes	to	criticism.	Instead	of	criticizing	individuals,	he	advocates	for	addressing	behavior,	praising	in	public,	and	criticizing	in	public.	This	subtle	yet	effective	approach	can	be	challenging	to	implement	but	is	worth	highlighting.	In	Chapter	8,	Guidara	discusses	the	importance	of	hiring	intentionally	and	being
unreasonable	when	building	a	team.	He	shares	his	personal	experience	of	not	wanting	to	rush	into	filling	a	role,	as	it's	often	more	detrimental	to	hire	the	wrong	person	than	to	wait	for	the	right	one.	Guidara	also	stresses	the	value	of	community	in	motivating	high-performing	individuals.	He	recalls	his	friend	who	connected	with	him	on	a	level	that
made	it	"cool	to	care"	and	highlights	the	importance	of	being	around	people	who	share	similar	passions	and	values.	Unreasonable	Hospitality:	Leadership	Lessons	from	Guidara's	Journey	The	book	"Unreasonable	Hospitality"	by	W.	Guidara	offers	practical	and	tactical	lessons	for	leaders	in	various	disciplines,	particularly	in	the	hospitality	industry.	It
highlights	the	importance	of	being	intentional	with	one's	actions	and	taking	calculated	risks	to	achieve	success.	A	key	takeaway	is	the	principle	of	systematic	surprises,	which	involves	creating	unforgettable	Magical	Moments	that	surprise	customers	and	build	loyalty.	This	can	be	achieved	by	identifying	recurring	moments	in	a	business	and	building	a
tool	kit	for	team	members	to	deploy	easily.	Another	crucial	lesson	is	the	95/5	rule,	where	95%	of	the	business	is	managed	efficiently,	while	the	last	5%	is	spent	"foolishly"	on	exceptional	customer	experiences.	This	approach	has	a	significant	impact	on	customer	satisfaction.	Moreover,	Guidara	emphasizes	the	significance	of	color	in	hospitality,	which
goes	beyond	just	doing	one's	job	competently.	It	involves	making	people	feel	great	about	the	service	they	receive,	creating	an	authentic	connection	with	customers	through	genuine	engagement.	By	reading	"Unreasonable	Hospitality",	leaders	can	glean	valuable	lessons	to	improve	their	own	practices	and	achieve	success	in	their	respective	fields.	Get
Out	of	Your	Comfort	ZoneWhen	trying	to	level	up,	it's	easy	to	get	discouraged	by	what	you	don't	know	yet.Have	faith	in	yourself	to	figure	things	out	as	you	go	along.	Constantly	avoiding	challenges	will	only	hold	you	back.Growth	and	improvement	happen	when	we	step	outside	our	comfort	zones.No	one	knows	exactly	what	they're	doing	before	they
start.5.	Daily	Team	MeetingsA	daily	thirty-minute	meeting	is	where	a	group	of	individuals	becomes	a	real	team.Attendance	is	mandatory,	Monday	through	Friday.Start	with	housekeeping	tasks,	then	discuss	a	topic	to	encourage	open	communication	within	the	team.To	become	a	cohesive	unit,	take	time	to	stop,	breathe,	and	truly	communicate	with	one
another.6.	Consistency	is	KeyCommunicate	clear	standards	consistently	to	avoid	confusion.Make	sure	everyone	knows	what's	expected	of	them,	and	then	ensure	they	actually	do	it.A	significant	part	of	leadership	involves	taking	the	time	to	explain	why	certain	tasks	are	being	done.Use	daily	meetings	to	explore	these	'whys'.A	team	can't	excel	if	you're
not	holding	them	accountable	to	the	expectations	set.7.	Encourage	Open-MindednessWhen	spending	so	much	time	encouraging	your	team's	contributions,	make	sure	they	know	their	ideas	are	valued	and	welcome.Anyone	with	a	better	way	of	doing	things	should	feel	confident	sharing	their	idea.8.	Separate	Emotions	from	CriticismCriticize	specific
behaviors,	not	people	themselves.Praise	openly,	criticize	privately.Don't	get	too	caught	up	in	emotions	when	praising,	but	remain	emotionless	when	criticizing.Establish	a	regular	routine	for	giving	praise	to	keep	things	positive.People	love	recognition	and	rewards.9.	Balance	Autonomy	with	SupportRestaurant	teams	often	have	more	creative	freedom
and	feel	a	greater	sense	of	ownership,	which	leads	to	better	customer	experiences.But	they	lack	the	corporate	support	and	oversight	that	comes	with	having	robust	systems	in	place.Corporate	teams	have	well-established	systems	for	areas	like	finance,	HR,	etc.,	but	may	feel	micromanaged,	stifling	creativity	and	personal	connection	with
customers.Find	a	balance	between	autonomy	and	structure	by	reading	Unreasonable	Hospitality	and	focusing	on	creating	unique	customer	experiences.
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